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Summary 
 
Police Support Volunteers (PSVs) are citizens who give their time freely to perform 
tasks that complement the duties of police officers and staff. Emerging over the last 
25 years or so, PSVs feature in every police service in England and Wales, carrying out 
a range of tasks including administration, front counter duties, and community 
engagement activities. However, the evidence base around PSVs is distinctly 
underdeveloped with little in the way of empirical studies. This PhD study seeks to 
expand the currently narrow field of research through the first focused study of PSVs 
in the Metropolitan Police Service. The study considers the motivations of PSVs and 
influence these have on their experiences. It goes on to explore PSVs’ contributions, 
the importance they attach to ‘being useful’, the experiences they have alongside 
officers and staff, and the extent to which they feel recognised and valued for their 
time. Finally, the study turns to the organisation itself – the infrastructure in place to 
support, manage, develop, and involve PSVs – features that are recognised as central 
to volunteer experiences. Maximising opportunities for the police service and 
community to capitalise on the benefits of a police workforce that includes PSVs – 
engagement, communication, innovation, and a source of labour, skills, and expertise 
– requires a more developed understanding of the issues explored in this study. 
Indeed, failing to build such an evidence base to guide the involvement of volunteers, 
at best, risks oversight of the value that PSVs bring – at worst, the reputation of both 
volunteers and the police organisation. The study concludes with a call to rethink the 
way volunteers are involved in policing, reassign tasks, and reimagine the PSV within 
a landscape where the police service is faced with changing priorities and demands to 
do ‘more for less’.  
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Chapter One: Introduction and Research Context  
 
1.1. Introduction 	
Police Support Volunteers (PSVs) are citizens who give their time freely to perform 
tasks that complement the duties of police officers and staff. Volunteers are a familiar 
presence in policing, with the most recognisable figure – the Special Constable – 
formally recognised in legislation just two years after the formation of the modern 
police service in 18291. Emerging in forces from the early 1990s onwards, the non-
warranted and (usually) non-uniformed PSV is a relatively new addition to an 
established police volunteer history, that incorporates a variety of roles managed 
within the police service, partnered and supported by the police service, and which 
act to hold the police service to account (see table one) (Bullock, 2014; Millie, 2019).  
 
Table one: Police volunteering roles in England and Wales 
 
Managed within the police 
service 
Partnered and supported by the 
police service 
Holding the police service to 
account 
Police Support Volunteers 
(PSVs) 
Neighbourhood and Home Watch Independent Advisory Groups 
Special Constables Citizen patrols (e.g., Street 
Pastors/Angels) 
Independent Custody Visitors’ 
Scheme 
Volunteer Police Cadets 
(VPCs) 
Crimestoppers Police consultation groups 
Volunteer Police Community 
Support Officers (VPCSOs2) 
Community SpeedWatch Community monitoring networks 
(e.g., stop and search oversight) 
 Victim Support Appropriate adults (schemes are 
often voluntary but may also 
involve paid or sessional workers) 
 National Association of Chaplains 
to the Police  
 
 
 
1 Although the Metropolitan Police Act 1829 is broadly accepted as the formation of modern policing, this date has been 
contested with the ‘new’ police initially less efficient than the models that preceded it (e.g., watchmen) (Emsley, 1996). The 
inception date of Specials Constables is also contested, with the office of Special Constable used as early as 1803 (Leon, 2018).  
2 Police Community Support Officers (PCSOs) are employed by the police service and provide a visible uniformed patrol presence. 
They hold a limited set of powers (e.g., issuing fixed penalty notices, seizing drugs), but do not have the sworn status of a 
constable (Bullock, 2014). When introduced as part of the 2002 Police Reform Act, the role was (and largely continues to be) a 
paid position; however, Lincolnshire Police introduced a volunteer equivalent to the PCSO role in 2014 as part of efforts to meet 
“public expectations on visibility and maximize the policing capability and capacity of the service” in the face of budget reductions 
(Strudwick et al., 2017). 	
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PSVs now feature in every police service in England and Wales, forming “just one limb 
of the policing tree” (other ‘branches’ of which include private security, government 
agencies, the third sector, and community groups) (Ayling, 2007: 74). However, 
despite their presence across the breadth of police organisations, research exploring 
their involvement remains scarce. Little is known about the individuals who choose to 
volunteer as a PSV, their motivations to take part, the tasks they undertake, the 
contributions they make, or their experiences within the police service. This thesis 
seeks to add to this limited evidence base through the experiences of a cohort of PSVs 
in the UK’s largest police service – the Metropolitan Police Service. The timing of this 
study is particularly prescient, with recent legislative changes in the Policing and Crime 
Act 2017 allowing chief officers to confer a range of powers to volunteers (excluding 
those in a core list reserved for warranted officers). As new opportunities to involve 
volunteers in policing emerge, the development of a robust evidence base that 
explores themes covered in this study shown to be important to the volunteer 
experience – motivations, contributions, and feelings of being recognised, valued and 
supported – becomes increasingly urgent.  
 
This chapter explores definitions of volunteering and the extent to which volunteering 
within the police service – specifically the PSV role – fits within these established 
definitions. It then moves on to consider the backdrop against which this study is 
positioned – the changing role of the citizen in a pluralising police service, the wider 
political, economic, and social context that frames this, and how this has fostered an 
environment in which the PSV role has developed. The final section of the chapter 
turns to the current study – the questions that it seeks answer, the gaps in empirical 
evidence that it will contribute to, the force area in which fieldwork was conducted, 
and an outline of each chapter of the thesis.  
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1.2. Defining Volunteering  	
Volunteering is multifaceted and, according to Horton Smith (1972 in Brudney, 2000: 
220) “represents a category of human activity that is so varied it defies adequate 
description”. Indeed, Hustinx et al. (2010: 412) posit that defining volunteering is an 
‘elusive task’ that varies in meaning between cultures with some not recognising the 
construct at all. However, there are several principles that are generally taken to 
underlie volunteering: free choice (with no contractual3 or familial obligations to give 
time); productive activities that are of benefit to others or on behalf of a collective 
good (rather than purely for individual enjoyment); and absence of monetary gain 
(Tilly and Tilly, 1994; Cnaan et al., 1996; Wilson and Musick, 1997; Brudney, 2000; 
Corcoran and Grotz, 2016). Wilson (2000: 215) adopts a broad definition of 
volunteering as “any activity in which time is given freely to benefit another person, 
group, or organisation”. Although less formal levels of care giving arguably may 
feature in this, these are more difficult to define, with volunteering typically seen as 
proactive, entailing more commitment (rather than spontaneous, single helping 
behaviours), and without the levels of obligation often inherent in care relationships 
(Wilson, 2000: 215; Davis et al., 2003; Hustinx et al., 2010). Penner (2002: 448) 
highlights ‘non-obligatory helping’ as one of the four salient attributes of 
volunteerism, together with ‘planfulness’ (rather than one off expressions of help), 
longevity, and an organisational context.   
 
Rochester et al. (2012) propose three perspectives of volunteering: the dominant 
paradigm which presents volunteers primarily as altruistic individuals giving their time 
in large, professionally-staffed and formally-structured organisations in broad social 
welfare fields (e.g., children, older people, health, poverty, exclusion); the civil society 
paradigm with individuals’ motivations rooted in self-help and mutual aid within 
grassroots organisations that are based solely on the work of volunteers with a focus 
on activism and benefits of groups members, rather than society as a whole; and, 
finally, volunteering as serious leisure (commonly associated with the work of 
 
3 For example, an unpaid work requirement as part of a community sentence court order.   
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Stebbins, 1982, 1996) – with individuals engaging to fulfil intrinsic motivations or 
express dimensions of their personality, often in organisations that focus on sports, 
arts, or recreation, in a mixture of large, complex organisations, and smaller 
community-type set-ups.  
 
The PSV role certainly echoes some of these broader definitions and principles of 
volunteering. PSVs give their time freely, receive no monetary remuneration (other 
than reimbursement of reasonable ‘out of pocket’ expenses), and seek to undertake 
activities that they believe are of benefit to others (the paid police workforce and/or 
the community). These activities take place in what Rochester et al. (2012) would 
define as a dominant paradigm – a formally structured and professionally staffed 
organisation. However, the organisational context within which PSVs give their time 
clearly differs from many other help-giving settings (e.g., staffing a charity shop, 
befriending, mentoring, or serving food in a homeless shelter). It is a state operated, 
publicly funded, publicly consumed, and politically charged site of power, which 
experiences sometimes challenging relationships with the community (e.g., see 
Scarman, 1982; Macpherson, 1999). Much police work is carried out by paid staff and 
the organisation should be able to function in the absence of volunteers. This places 
police volunteers in an ambiguous position – welcome donors of additional time and 
skills; however, non-essential to service delivery, and occupying roles that are 
“created and defined for them by the police” (Uhnoo and Löfstrand, 2018: 45). 
Tomczak (2017: 4) refers to police volunteers (with particular reference to Special 
Constables) as ‘statutory volunteers’, that is, those that give their time to the work of 
a statutory body. Indeed, the police service is clearly not a voluntary organisation, 
independent of the state (Mawby and Gill, 1987). This has implications in terms of the 
tasks they undertake, the contribution they feel able to make, and their integration 
within the organisation. The next section will explore the changing role of the ‘citizen 
in policing’ and the emergence of the volunteer – arguably the ‘archetypal’ or 
‘ultimate’ citizen in policing.  
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1.3. The Changing Role of Citizens in Policing  
 
Citizens have assumed a prominent role in the delivery of policing prior to and since 
the development of organised law enforcement, with communal responsibility for 
maintaining order recognised as early as the 13th century (Bullock, 2014; Leon, 2018). 
Although the subject of this study – the Police Support Volunteer – is a role in its 
relative infancy, voluntary service forms part of the foundations of policing.  Indeed, 
from the medieval constable and watchmen, crime control has been characterised by 
voluntary action and mutual obligation (albeit not necessarily willing or consensual) 
and those charged with policing-style patrols and duties have been drawn from the 
communities in which they lived and served (Emsley, 1996; Reiner, 2010). This section 
explores the changing role of the citizen (including the volunteer) in policing, from 
development of the first organised police service and their role in a post-World War 
Two ‘Professional Model’ of policing, through to an increasingly central feature of a 
developing neo-liberal state throughout the 1970s and 1980s. The challenges of 
involving citizens within the delivery of policing are also considered, and the effects of 
changing political rhetoric on this. 
 
1.3.1. The Citizen at the Core of the First Organised Police Service 
 
The citizen’s role in policing was at the core of Sir Robert Peel's 1829 principles of the 
Metropolitan Police4 – often referred to as foundational to modern policing (Plummer, 
1999). Peel asserted that “the police are the public and the public are the police” and, 
while the police were paid to fulfil them, duties around crime prevention and 
maintaining order were “incumbent on every citizen”. Although the creation of a 
formalised police service faced considerable opposition from all sections of society – 
from upper class reticence around costs and losing influence, to working class (usually 
the recipients of police activity) concerns about opposition to street recreation and 
growing police involvement in industrial and political reform – the central relationship 
between the police officer and the citizen seemed to be at the core, in theory at least 
 
4 Although not for discussion in this thesis, there are some debates around the origins of the so-called Peelian principles with 
suggestion that they may not be attributable to Sir Robert Peel or his early commissioners (Bullock, 2014). 
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(Storch and Engels, 1975; Jones, 1998; Reiner, 2010). However, as the organised police 
service continued to evolve, the role of the citizen in policing and their relationship 
with officers also transformed.  
 
1.3.2. A Professional Model of Policing – and a Declining Role for Citizens 
 
Social and political events of the first few decades following the turn of the twentieth 
century saw police-public relations in various guises: from tensions as the police were 
deployed to deal with industrial unrest, to increasing cooperation by the outbreak of 
the First World War (Emsley, 1996; Jones, 1998). However, following the Second 
World War the development of barriers between the police and citizens started to 
gather pace. The development of the welfare state – a cooperative system of mutual 
aid provided by the nation which gave universal access to basic minimum levels of 
security, housing, employment, and living standards – displaced other forms of social 
need provision (e.g., the family, community organisations, trade unions, or charities), 
encouraged passive solidarity, and minimised the need for active citizen engagement 
(Briggs, 1961: 227; Rose and Miller, 1992). Accordingly, there was a rise of the ‘expert’ 
across the public policy arena, exemplified by the dominance of a Professional Model 
of policing from the 1940s, and characterised by operational independence, 
neutrality, and a remote relationship with the public, in which the knowledgeable and 
experienced police officer was considered to be most appropriate to influence and 
advise (Kelling and Moore, 1988; Zhao et al., 2001; Bullock, 2014). Indeed, there was 
little doubt about the capacity of the state to deal with law, order and other social ills. 
As Garland (1996: 447) writes: “the state would win the war against crime, just as the 
warfare state had vanquished its foreign enemies and the welfare state was now 
attacking the social problems of peacetime”.  
 
With little regard for the role of the citizen, theoretically undermining the Peelian 
principles, this approach prioritised police officer independence while simultaneously 
creating a barrier between the police and the public (Bullock, 2014). The Professional 
Model remained largely unchallenged throughout the following decade. The 1950s 
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were a relatively quiet period of policing with the ‘bobby on the beat’ immortalised in 
a popular television programme of the decade Dixon of Dock Green – albeit a figure 
which The Times film critic referred to in 1950 as a reflection of an ‘indulgent tradition’ 
rather than reality (Emsley, 1996: 170; Hastings, 2011). Hirst (2000: 133) refers to this 
period in terms of an “afterglow of wartime solidarity” when most major activities 
were under effective public supervision or control. However, Reiner (2005) argues 
that this ‘golden age’ of policing, with unfailing public cooperation and consent, was, 
in fact, a confidence trick, with the police service taking credit for law and order that 
was still largely maintained by more informal social controls.  
 
1.3.3. Changing Police-Citizen Relationships in a Changing State  
 
A decline in deference, growing counterculture and general widespread challenge of 
authority, together with confrontational industrial relations and an emerging youth 
movement, gained pace in the 1960s and 1970s marking a change in largely steady 
relationships between the police and public in preceding years (Jones, 1998). This was 
amplified by a growing self-consciousness of Black, Asian, and Minority Ethnic (BAME) 
immigrants and their British born children, with stories of police corruption, violence 
and racism commonplace (Emsley, 1996; Reiner, 2010). Along with an increase in 
police-focused sociological research (e.g., the early work of Reiner and Holdaway in 
the UK, and Westley in the USA), questions arose around the ability of the state to 
control crime singlehandedly and the ‘law and order mythology’ of the previous 
decade was challenged (Garland, 1996: 448; Herbert, 2001a). With demands for state 
support outstripping supply and an increasing recognition that “the glory days of the 
welfare state were over” (Zimmeck, 2012: 86), it was during this time that the 
Government started to consider new options for delivering public services, with the 
role of the citizen – in particular, as a volunteer – forming a central plank (Himmelfarb, 
1997; Howlett, 2008; Siegel, 2012).  
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1.3.4. The Re-emergence of the Citizen in Policing  
 
The role of the citizen in policing became more prominent throughout the 1980s, 
fuelled by high profile disturbances, such as those in London’s Brixton and Broadwater 
Farm in which the police played a controversial role, shining a spotlight on the fragile 
relationship between the police and some members of the public (Bullock, 2014). In 
the aftermath of the 1981 Brixton disorders, Scarman called for the establishment of 
‘consultative machinery’, with a statutory framework put in place through the Police 
and Criminal Evidence Act 1984 (PACE) setting out requirements to obtain the views 
of people in the area about policing of that area (Mitchell, 1992). A narrative of service 
delivery started to emerge through initiatives such as the Metropolitan Police’s Plus 
Programme setting out a Statement of Common Purpose and Values which committed 
“….to reflect their [the public’s] priorities in the action we take” (Rose and Miller, 1992; 
Emsley, 1996: 190). The notion of an ‘expert’ – a key feature in the delivery of policing 
and other public services from the middle of the twentieth century – was considerably 
scaled back, with this approach now viewed as elitist and less likely to meet the needs 
of those it served (Reiner, 2005). An approach that addressed the shortcomings and 
criticisms of the Professional Model – most notably the police being isolated and 
distant from the public – was in order, one which emphasised police-public contact 
and partnerships to address crime and disorder (Fielding, 2005; Cordner, 2014). 
 
This shift in relations between police and the public – with the citizen as both 
consumer and co-producer of policing services – reflected broader neo-liberal thinking 
around personal decision-making, mutual responsibility, and a reduction in state 
control and obligations for the provision of social welfare, which began to underpin 
the political programmes of Margaret Thatcher’s Conservative government at this 
time (Rose and Miller, 1992; Herbert, 2001a; Bullock, 2014). The economic situation 
in the 1970s and 1980s propelled costs of welfare and state provision further into the 
political limelight and the trend of looking to volunteers and voluntary agencies to 
lighten the load on public services continued. A ‘mixed economy of welfare’ or 
‘welfare pluralism’ involving state, private, and voluntary sectors was a fundamental 
feature of plans for “rolling back the frontiers of the state”, with a growing expectation 
	 17	
on citizens to take a larger share of responsibility for their own wellbeing and the 
delivery of public services (Harris et al., 2001: 3; Janoski, 2010).  
 
Attempts to mainstream the voluntary sector continued during the successive 
Conservative government of John Major, notably through the 1994 Make a Difference 
Campaign to increase volunteer numbers. Although insufficiently resourced to fully 
achieve the programme of work that it set out to, the campaign represented a salient 
shift (ideologically at least), from programmes under the previous government 
(Zimmeck, 2012). The focus was now on individual-level volunteering and the citizen’s 
contribution to society, rather than primarily viewing the voluntary sector as a vehicle 
for delivery of public services (although it inevitably fulfilled these functions as well) 
and an opportunity to relieve the burden of state provision – themes which remained 
prominent in the ensuing years (Ockenden et al., 2012; Zimmeck, 2012).  
  
1.3.5. New Labour, New Approach? 
 
Volunteering was at the forefront of continued efforts to reduce reliance on the state 
and reform delivery of public services under New Labour (1997-2010). Themes of civic 
renewal, building communities, and forging a democratic, inclusive society began to 
feature heavily in third sector policy during this time, with voluntary organisations 
viewed as a critical mechanism for delivering these government agendas (Zimmeck, 
2012; Bullock, 2014). The term ‘active citizen’, popularized under Thatcher, continued 
to hold a place in political rhetoric, and concepts of ‘community’ emerged as a key 
policy arena for economic and social change with an emphasis on state-led ‘top down’, 
rather than more interpersonal ‘bottom up’, collective civic engagement (Hardill et al., 
2007).  
 
The policing landscape began to alter significantly during this period, most notably via 
growing diversity of those who could ‘do policing’. Through recognition of the limited 
capacity of the formal state-owned criminal justice system to control crime alone, and 
mounting public demands to address fear of crime and quality of life issues, together 
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with increasing financial burden on the public purse, a “pluralised, fragmented and 
differentiated patchwork” of state and non-state actors started to take the place of a 
singular and monopolistic police service (Crawford, 2008: 147). An array of individuals 
beyond the uniformed, warranted constable were now playing a part – Police 
Community Support Officers (PCSOs), neighbourhood wardens, private security, local 
authorities, and actors across a range of other partner agencies (Faulkner, 2003; 
Reiner, 2005; Lister, 2006; Stenning, 2009; Uhnoo and Löfstrand, 2018). A growing 
focus on reassurance policing, partnership working, and public consultation and 
involvement gained momentum (arguably building from its first articulations in the 
1970s), catalysing a new era in the delivery of crime control and law enforcement – 
community (or neighbourhood) policing (Fielding, 2005; Tilley, 2008)5.  
 
This was a style of policing in which the community was purported to play a more 
active role, compared to traditional methods – policing by, rather than of communities 
(Crawford, 2008: 160; Demirkol and Nalla, 2017). An acknowledgement that the police 
could not control crime single-handedly, that citizens were no longer passive 
recipients of policing services, and the importance of building strong relationships 
between the police and the public were at the cornerstone of this community policing 
approach (Ren et al., 2006; Zhao et al., 2012; Randol and Gaffney, 2014). Early efforts 
to embed citizen participation in policing were initially focused on re-establishing 
policing by consent and securing the legitimacy of the police in light of crises, most 
notably the absence of confidence and trust in the police among minority ethnic 
communities identified by the Macpherson Report (1999) during the aftermath of the 
murder of Stephen Lawrence (Bowling and Phillips, 2003).  The report represented a 
watershed moment in police-community relations, with an extensive programme of 
reform developed to respond to concerns around racial discrimination, use of stop 
and search, and transparency and accountability. This included a ministerial priority 
to increase trust and confidence in policing amongst minority ethnic communities, to 
 
5 The terms ‘neighbourhood’ and ‘community’ policing are often used interchangeably – and will be throughout this study – 
however, Quinton and Morris (2008 in Bullock and Sindall, 2014) note some differences between manifestations of community 
policing including that community policing focuses on building relationships between the police and citizens, while 
neighbourhood policing views this process as part of problem solving and tackling crime and disorder in partnership. 
Furthermore, Tilley (2008 in Bullock and Sindall, 2014) highlights the different meanings that different people can attach to the 
term community policing.   
	 19	
be achieved through demonstrating fairness in all aspects of policing, improved officer 
training, recruitment, retention, and progression of minority ethnic recruits, strategies 
for the prevention, recording, investigation, and prosecution of racist incidents, and 
equal satisfaction levels across all ethnic groups in public satisfaction surveys  
(Macpherson, 1999: Rowe, 2002; Bowling and Phillips, 2003).  A broader remit was 
also at play during this time – of decentralised decision making, inter agency 
partnerships, community focus, and ‘the customer’ – themes that aligned well with 
New Labour political thinking around capacity building, inclusion, cohesion, and 
collective civic engagement (Bullock, 2014). This was an agenda in which the citizen – 
particularly the volunteer – fitted neatly, further cementing a shift from ‘police’ to 
‘policing’ (Loader, 2000: 323; Johnston, 2003; Lister, 2006; Crawford, 2008).  
 
It has been argued that the community policing movement – and pluralising approach 
to policing more broadly – were instrumental in (although not necessarily directly 
responsible for) the expansion of volunteerism and wider involvement of citizens in 
police work from the early 1990s onwards, creating an ‘ethos’ that encouraged public 
involvement and an infrastructure that (in theory at least) enabled it (Fielding, 2005; 
Ren et al., 2006; Wilkins, 2008; Phillips, 2013; Phillips and Terrell-Orr, 2013). Indeed, 
this move from ‘policing by consent’ to ‘policing by active cooperation’ supposedly 
allowed citizens the opportunity to “assume their rightful responsibility as guardians 
of the neighbourhood” (Herbert, 2001a: 449), with suggestion that this shift signalled 
a “natural return” to the “very basic roots” of the Peelian principles (Reisig and 
Giacomazzi, 1998; Plummer, 1999: 97; McLaughlin, 2005).  
 
1.3.6. Conservative and Coalition Governments and the Big Society 
 
A focus on civic responsibility continued with the arrival of a Conservative-Liberal 
Democrat Coalition government in 2010, most notably through plans for the Big 
Society – an assemblage of ideas aimed at rebalancing power from the state to the 
citizen (Holdaway, 2013; Corcoran and Grotz, 2016: 93). Community involvement, 
social action and volunteerism were at the heart of the Big Society, with it’s ‘your 
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country needs you’-style appeal, setting out a vision of neighbourhoods who are ‘in 
charge of their own destiny’ and feel able to ‘get involved [and] shape the world 
around them’ (Cameron, 2010). Heralding a shift away from ‘Big Government’ and 
promising an end to what Cameron saw as Labour’s, at times, managerialist, target-
driven approach, the voluntary sector was seen as a major player in civic renewal and 
the Big Society sought to empower communities to come together to address local 
issues (Morgan 2012; Bullock, 2014). 
 
Despite sporadic progress, speculation that the Big Society was an attempt to mask 
decreasing public funding and the withdrawal of the state, and largely failing to 
capture the public imagination, the Big Society was reinvigorated in the 2015 
Conservative Manifesto, clearly signalling an ongoing commitment to encourage and 
support community-based action (Bartels et al., 2011; Maguire, 2012; Morgan, 2012). 
Indeed, even in the current political landscape, dominated by negotiations around EU 
withdrawal, these ambitions have continued through the 2018 Civil Society Strategy 
(HM Government, 2018). The strategy aims to bring together public services, 
businesses, and communities to tackle the ‘Big Societal’ challenges including social 
care, community integration, and housing, by enabling contribution, empowering 
local communities, and supporting charities and local enterprises. Language within the 
strategy echoes that of previous Big Society missives: supporting citizens to take 
action, be involved in decision-making, formulate answers to the problems they face, 
and feel connected to, and take responsibility for, the places they belong to (HM 
Government, 2018).  
 
1.3.7. Challenging Realities around the Citizen in Policing  
 
Despite an established history (albeit in various guises), the reality of the ‘active’ 
citizen in policing, and the renewed focus brought about as part of the more recent 
community policing landscape, has been called into question. Johnston (2005: 480) 
refers to this as “part nostalgic and part state centric”, while Herbert (2005: 851) 
equates claims to give citizens a chance to fulfil their political capacity with an 
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offloading of responsibilities (and their failures) by a ‘governmentalizing state’. The 
underlying assumption behind community policing and citizen involvement is that 
residents will essentially police themselves through controls embedded within the 
fabric of everyday life, with the community viewed as an entity possessing the power 
of increased self-governance (Garland, 1996; Herbert, 2001a; 2005; Bullock, 2014).  
 
Under a ‘double devolution’ of powers (from central to local government, then 
communities) throughout the 1990s and early 2000s, citizens found themselves at the 
heart of crime control, taking on the role of customers with choice and rights to a 
more responsive, flexible and community-focused police service. However, this was a 
two-sided deal – they also had to assume responsibility for their own security, 
behaviour, and that of their children (Faulkner, 1996; Bullock, 2014). This strategy of 
‘responsibilisation’ (Garland, 1996), offers individuals the opportunity to participate 
in solutions to problems that previously only state agencies were empowered to 
undertake. However, while motivations for greater involvement of the voluntary 
sector are often, according to Hucklesby and Corcoran (2016: 5) “dressed up in the 
cloak of greater civil society engagement”, these strategies come with a price tag – 
rendering the individual culpable for social risk and a proportion of the blame when it 
goes wrong (Garland, 1996; Loader, 2000; Lemke, 2001). Indeed, rather than giving 
citizens a chance to fulfil their political capacity and hold real power, they are 
recipients of responsibilities offloaded by a ‘governmentalizing state’ (Herbert, 2005: 
851; McLaughlin, 2005).  
 
Despite (or perhaps, indeed, because of) this, the citizen continues to feature 
prominently in political and strategic policing narratives. The focus of the police 
service now seems to have shifted from one centred around community engagement 
and quality of police-public encounters (prominent throughout the 1990s and early 
part of the 21st century), to increased emphasis on global security, serious, organised 
and cyber-enabled crime, and tackling threat, harm, risk and vulnerability (Higgins and 
Hales, 2016). However, with the National Police Chief’s Council Policing Vision 2025 
(undated: 3) referring to the link between communities and the police as “the bedrock 
of British policing”, it is clear that citizens are still expected to play their part in this.  
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1.4. The Volunteer: The ‘Ultimate’ Citizen in Policing?  
 
The volunteer – in this study, the PSV – arguably represents the ‘ultimate’ citizen in 
policing: an individual that dedicates time on a regular basis to support the work of 
their local police service. Until recently systematically collected data on the number 
of PSVs was sparse; however, a 2018 benchmarking survey of volunteers in policing 
placed the number of PSVs in England and Wales at 8,265 (Callender et al., 2018a)6. 
This figure has remained broadly stable over the two years of the survey, but is an 
increase on early (albeit less complete) data collection attempts in 2006 which 
estimated the volume of PSVs at just over 3,800 (Wilkins, 2008). PSVs undertake a 
range of tasks from administration and front counter duties, to community 
engagement activities, operational functions including traffic speed checks and 
viewing CCTV footage, and specialist skill or interest roles such as scientific support, 
gardening, puppy walking, equine assistance, and mountain rescue, with the nature 
of volunteering varying by force location environment. The 2018 benchmarking survey 
highlighted over 1,100 PSV role profiles across forces in England and Wales, reflecting 
the diversity of the PSV contribution (Britton et al., 2018).  
 
The emergence of the PSV role over the past 25 years or so reflects broader 
movements in the policing landscape outlined earlier in the chapter: growing diversity 
of those who ‘do policing’, stretching far beyond the uniformed constable; significant 
reductions in police budgets alongside an expectation to deliver the same (or 
sometimes enhanced) levels of service; and an acknowledgement that the police 
cannot tackle crime and disorder alone (Reisig and Giacomazzi, 1998; Crawford, 2008; 
Callender et al., 2018a). This has taken place alongside a “recalibration of the 
relationship between the citizen and state” (Bullock, 2017: 343), with messages of 
localism, active citizenship, and personal responsibility featuring heavily throughout 
political ideology (Millie, 2013, 2014; Hucklesby and Corcoran, 2016). Indeed, van 
Steden and Mehlbaum (2019: 422) suggest that police volunteerism “fits the 
ambitious political goal of ‘responsibilising’ people as socially active citizens in the 
 
6 The Home Office collected data on PSVs on a voluntary basis for the first time in 2018; however, the first set of returns were 
incomplete in parts with not all forces returning a data submission. Callender et al.’s (2018a) benchmarking study is currently the 
most comprehensive PSV dataset in England and Wales.  
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security domain”. Police volunteers have been recognised as a source of labour, skills, 
and expertise, a tool for empowering, engaging, and communicating with 
communities, and a method to expand and innovate current policing forms (Pepper 
and Wolf, 2015; Callender et al., 2018b; Wells and Millings, 2019).  Coupled with a 
broader recognition that the growing complexity of policing requires a response 
beyond traditional state organisations, this has arguably resulted in a fruitful 
environment for volunteers in policing (Frederickson and Levin, 2004; Bayley, 2016; 
Cosgrove, 2016).  
 
1.4.1. An Underdeveloped Evidence Base 
 
Despite this, both policy and academic attention in policing has continued to focus 
predominantly on the activities of paid, warranted, and uniformed officers, with 
interest in actors beyond this role still in its infancy (Millie, 2019). Indeed, despite 
featuring within the delivery of policing for over two decades, understanding about 
PSVs is distinctly underdeveloped, with little in the way of policy direction or practice 
guidance at national level, and an exceptionally narrow pool of empirical studies on 
which to draw. The paucity of empirical research in this area has been noted by a 
number of scholars (e.g., Ren et al., 2006; Phillips, 2013; Callender et al., 2019; Millie, 
2019) with van Steden and Mehlbaum (2019: 420) positing that the role and 
experiences of police volunteers has remained ‘surprisingly underexposed’. The gap in 
research around PSVs is particularly notable when compared to the extensive studies 
on volunteering more broadly (e.g., Cnaan and Goldberg-Glen, 1991; Brudney, 2000; 
Wilson, 2000; Cordery et al., 2015), and, in a policing context, a growing (though still 
relatively limited) body of literature on Special Constables (e.g., Bullock and Leeney, 
2014; Britton and Callender, 2018; Ramshaw and Cosgrove, 2019).  
 
While valuable learning can be derived from broader studies of volunteering – both 
police and non-police specific – the PSV experience calls for an understanding that 
considers the nuances of a police environment, yet is separate from those of paid 
and/or warranted (including Special Constables) members of the workforce (Fallon 
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and Rice, 2015). The changing shape of policing, with increasingly complex workloads, 
reducing budgets, and pluralising workforces, coupled with a broader policy landscape 
that increasingly involves volunteers in the delivery of public services, arguably points 
to mounting prominence for the PSV going forward (Ren et al., 2006; Phillips and 
Terrell-Orr, 2013; Randol and Gaffney, 2014; Stenning and Shearing, 2015; Higgins et 
al., 2017). However, the PSV role – although a relative newcomer to the police 
volunteer landscape – continues to develop with “little research, scrutiny or debate” 
(Bullock, 2017: 355). Given the sizable volume of PSVs and the hours that they 
regularly give to every police service in England and Wales, Callender et al. (2019) refer 
to this gap in knowledge as ‘critical’.  
 
Maximizing opportunities for the police service and community to capitalize on the 
benefits that volunteers can offer – engagement, communication, innovation, and a 
source of labour, skills, and expertise – requires a more developed understanding of 
the role of volunteers in policing. This includes understanding their motivations, the 
tasks they undertake and contributions they make, their experiences, and the 
infrastructure required to support and develop them in their roles. Failing to build a 
robust evidence base to guide the involvement of volunteers risks them being viewed 
and used as a channel for offloading responsibilities within a ‘governmentalizing 
state’, and merely a cost-effective way of delivering policing as public sector finances 
diminish (Garland, 1996; Herbert, 2001a; 2005; Bullock, 2014). As Callender et al. 
(2019: 403) argue “without establishing the evidence base ‘foundation’, opportunities 
to better utilise PSVs within policing may be wasted”. With police budget cuts 
presenting opportunities to reappraise police tasks and consider those who may be 
better suited to carry them out (including volunteers) (Millie, 2013), and the recent 
Policing and Crime Act 2017 putting in place a legislative framework to extend the 
powers of volunteers, the absence of such an evidence base is becoming increasingly 
problematic.  
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1.5. The Current Study 
 
This PhD study, which commenced in October 2014, seeks to expand the currently 
narrow field of empirical literature through the first study focused on PSVs in the 
Metropolitan Police Service (MPS). Covering the London region, the MPS is the largest 
police force (in terms of workforce numbers) in England and Wales, with recent data 
(to 31 March 2018) reporting 30,390 officers and 8,027 staff in post (Home Office, 
2018). The Met Volunteer Programme (the force’s term for their cohort of PSVs) was 
established in 2001, with the aim of increasing active participation and engagement 
between the MPS and communities.  The MPS outline their vision for the programme 
as to provide “a fully integrated, professional and effective volunteer resource that 
directly supports MPS and community priorities, in order to make London one of the 
safest major cities” (MPS, 2007: 3). However, the origins of the programme are rooted 
in shifting organisational priorities, in part catalysed by financial contraction. Indeed, 
the first PSVs in the Metropolitan Police Service came together following a call from a 
borough commander for community support to staff a police station front counter at 
risk of closure, and the programme has continued to develop throughout a changing 
police landscape7.  
 
Volunteers are borough based and usually operate from a police station or other MPS 
building. There is an expectation that PSVs will volunteer for a minimum of ten and a 
maximum of 60 hours per month. At the start of this study, PSVs were based within 
the Territorial Policing directorate (the same as Special Constables and Volunteer 
Police Cadets), with a dedicated volunteer manager post (albeit which may have been 
vacant in some cases) in each of the 32 boroughs that made up the Metropolitan 
Police Force area at that time8. When fieldwork interviews were being conducted, it 
was announced that the volunteer manager post would be reduced to eight positions 
in 2017/18, then phased out completely in 2018/19 as part of a broader effort to find 
savings across the organisation. A decision was then taken to retain four volunteer co-
ordination posts located centrally (i.e., not borough based) within Locally Delivered 
 
7 Referenced during an interview with a key stakeholder as part of fieldwork for this study.  
8 The 32 boroughs have recently merged to form 12 Basic Command Unit (BCU) areas consisting of between two and four 
boroughs each.		
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Support Services (LDSS) – a team delivering a wide range of functions (e.g., 
administration, logistics, diary management, ordering stock, managing criminal 
exhibits and assets) – with each post holder overseeing volunteer activity in a 
quadrant of London (North, South, East and West). PSVs also have access to an LDSS 
team leader who is responsible for teams of volunteers across a number of boroughs 
(usually between two and four) as part of the new Basic Command Unit (BCU) 
structure; however, their role is not volunteer specific, stretching to the broader range 
of functions carried out by the service.  
 
Benchmarking data collected in 2018 indicated that the MPS account for nine per cent 
(n=776/8,265) of PSVs within England and Wales – the largest single force cohort by 
volume, although in the lowest third of forces when considered by number per 
100,000 population (Britton et al., 2018; Callender et al., 2018a)9. The MPS has 
defined 12 areas in which PSVs perform roles: public access support (e.g., front 
counter services), quality call back, CCTV Visual Images Identification and Detection 
Office (VIIDO), Special Constabulary administrative support, Volunteer Police Cadet 
(VPC) administrative support, VPC venue based support, borough communications 
and media, Neighbourhood Policing Team support, volunteer team leader, generic 
administration support, volunteer chaplain, and customer service review10. These 
areas touch on a broad range of policing responsibilities, underlining the diverse and 
varied nature of the PSV role.  
 
Using a mixed methods approach, including a survey of PSVs (n=140) and semi-
structured interviews with key stakeholders with a role in setting the strategic 
direction of PSVs (n=7), volunteer managers (n=5), and PSVs (n=20), this study 
explores the motivations, contributions, and experiences of PSVs in the MPS, together 
with the infrastructure in place to support, develop, and involve them. Although 
fieldwork is focused on one force only (albeit the largest in terms of both paid and 
unpaid workforce numbers), Millie (2019) argues that this case study approach offers 
 
9 The volume of PSVs in the MPS (and their relative proportion of PSVs across England and Wales) fell during the lifetime of this 
thesis – from 13 per cent (n=1,036/8,106) in the previous benchmarking period (Britton et al., 2016). 
10	Referenced during an interview with a key stakeholder as part of fieldwork for this study.	
	 27	
an important contribution to understanding the lived reality of being a police 
volunteer, particularly at a time when studies of this nature are in their infancy.   
 
1.6. Research Questions 
 
This study will contribute to the scant evidence base around PSVs by exploring their 
involvement in the MPS through ‘on the ground’ experiences of PSVs themselves, 
together with volunteer managers and stakeholders who are influential in the 
planning and direction of their roles.  
The study addresses questions anchored around four themes:  
1. What are the motivations that drive PSVs to volunteer for the police service, 
both initially and on a continuing basis? 
2. What roles and tasks do PSVs undertake, and what is their contribution to 
policing?  
3. What are PSVs’ experiences of being involved and feeling valued within the 
police service, and what meaning do they attach to these experiences? 
4. What infrastructure is in place – and what is required – to support and develop 
PSVs, in particular dedicated volunteer management? 
 
Analysis incorporates two PSV typology models developed through empirical data 
collected as part of this study: motivation (The Altruistic PSV, The Social PSV, and The 
Career PSV) and role (The Operational PSV and The Non-Operational PSV). Using these 
typologies as a ‘lens’ through which to consider data will shed further light on the 
involvement of PSVs in policing, identifying and unpacking the range of experiences 
that affect this cohort of volunteers, rather than masking them within an assumed 
single, generic PSV ‘reality’.  
 
1.7. Theoretical Contribution 
 
The study will also contribute to the largely under theorised nature of volunteers in 
policing. Initially the theoretical ground of this study was assumed to be 
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criminological, drawing on themes of police pluralisation and culture. However, this is 
not solely a study of policing, but a story of volunteers in policing. This led to less 
familiar theoretical positions across a broader spectrum of disciplines, with little in the 
way of consensus on an appropriate basis to make sense of volunteering. Indeed, 
volunteering has been recognized as a complex phenomenon, with no single 
overarching theory or discipline (Wilson, 2000; Chambre and Einholf, 2011). As such, 
Hustinx et al. (2010) argues that theories of volunteering must be multi-dimensional 
and hybrid, combining different approaches. Bottoms (2000: 23) suggests that “…it 
would be surprising…if only one of us (or one particular school) has grasped the whole 
truth”, highlighting the necessity to consider broader theoretical positions, with a 
“constant process of theoretical readjustment…inextricably involved in the process of 
data-gathering and data-interpretation” (ibid: 18).  
 
Throughout the process of ‘data-gathering and data-interpretation’ in this study, role 
identity – the aspects of an individual’s self-image that they derive from the social 
categories to which they perceive themselves belonging – resonated with the 
experiences that some PSVs within this study were reporting (Tajfel and Turner, 1979; 
van Ingen and Wilson, 2017). Indeed, while role identity does not comprehensively 
underpin the thesis in its entirety nor offer an all-encompassing or unified theory, the 
focus on individuals’ sources of self-identity, the organisational commitment and 
satisfaction that this can generate, and the influence of volunteers’ experiences within 
the organisation on its development, offers a useful theoretical insight on aspects of 
findings presented in this study (Merton, 1949; Tajfel and Turner, 1979; Grube and 
Piliavin, 2000; Penner, 2002; Tidwell, 2005). 
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1.8. Thesis Overview 
 
Chapter Two: Literature Review  
Chapter Two critically reviews key relevant literature framing debates around the 
involvement of PSVs in policing that are pertinent to this study – including an 
understanding of the demographics and characteristics of who volunteers, the 
motivations, contributions, and experiences of volunteers, and the infrastructure in 
place to support and develop them in their roles. It also outlines concepts of role 
identity theory as a framework to make sense of aspects of these themes. As well as 
providing context to the thesis, the chapter highlights the paucity of research around 
police volunteers – particularly PSVs. Indeed, given this scant literature, the chapter 
draws extensively on studies of broader volunteering, both across the criminal justice 
sector and other areas of public life. While offering useful insight, this places the 
notable gap in research here in to sharp focus, underlining the need for studies such 
as this that are specific to the PSV experience.  
 
Chapter Three: Research Design and Methods  
This chapter outlines the research design and methodology – a mixed methods 
approach incorporating an online survey of PSVs in the MPS, and semi-structured 
interviews with PSVs, the volunteer managers who work alongside them, and key 
stakeholders involved in setting the strategic direction of PSVs. As Chapter Two 
highlights, empirical research around PSVs is limited; therefore, a survey offered an 
opportunity to gather views from a range of PSVs to explore incidence and trends. 
However, as this study aims to ‘tell the story’ of PSVs through the ‘voices’ of volunteers 
and those who work alongside them, the semi-structured interviews are vital to 
explore meaning and description in depth. The chapter outlines survey and interview 
design, sampling, and analysis, as well as matters relating to access and ethics. The 
mixed methods approach forms a central theme throughout the chapter – both the 
challenges and opportunities that this presented – and seeks to outline why such an 
approach was deemed most appropriate in this study.  
 
	 30	
Chapter Four: PSV Motivations for Volunteering with the Metropolitan Police 
Service  
This chapter – the first of four that present findings from fieldwork – explores the 
motivations of PSV, both initially and their reasons for continuing to do so. The chapter 
introduces the motivation typologies included throughout analysis, drawing together 
study participants in to three cohorts to reflect their reasons for giving time to 
policing: The Altruistic PSV, The Social PSV, and The Career PSV. The changing nature 
of PSV motivations are a central finding in the chapter, with notable shifts towards 
social drivers and a retreat from career-focused goals as PSV service increases. The 
chapter goes on to consider the importance of volunteer organisations – in this study, 
the police service – recognising and responding to volunteer motivations, in order to 
enhance satisfaction and retention in roles.  
 
Chapter Five: PSV Contributions to the Metropolitan Police Service 
Chapter Five examines the broad spectrum of tasks that PSVs carry out and the 
contribution that PSVs in this study felt they made in their voluntary roles. The second 
of two typologies used to frame analysis in this study are introduced – role type, 
featuring The Operational PSV and The Non-Operational PSV – and used to bring 
further insight in to the multi-dimensional nature of volunteers’ roles and experiences. 
The chapter demonstrates the significant meaning of ‘making a contribution’ to the 
PSV, with data underlining the importance of feeling and being ‘useful’ to volunteer 
satisfaction and retention. However, it also explores the challenges of sourcing tasks 
that allow PSVs to contribute in meaningful and interesting ways, with debates around 
volunteer additionality versus substitution of paid roles often at the forefront of 
volunteer managers’ minds.  
 
Chapter Six: PSV Experiences with the Metropolitan Police Service  
This chapter delves in to PSVs’ experiences whilst volunteering within the police 
service – influential features in terms of the contribution they feel able to make, their 
performance within their roles, and their intention to continue to volunteer. It 
explores the interpersonal features of volunteering with the police service – of being 
part of a team, being involved, and being valued – and the influence these have on 
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feelings about being a PSV, drawing on the typologies developed in Chapters Four and 
Five to unpick differences by role and motivation. The chapter demonstrates the 
importance of these experiences within the organisation and alongside officers and 
staff to fulfilling motivations for volunteering, being able to contribute in the way that 
PSVs hope, and feeling recognised and valued for this contribution. 
 
Chapter Seven: Developing an Infrastructure to Support PSVs in the Metropolitan 
Police Service  
The final findings chapter turns to the organisational approach to involving volunteers 
in policing, exploring the infrastructure underpinning PSVs in the MPS, the corporate 
approaches to supporting, developing, recognising, and showing them they are 
valued, and the opportunities and challenges of engaging an unpaid workforce within 
a policing environment. While the focus of the chapter shifts from ‘inward’ (the 
individual volunteer) to ‘outward’ (the organisation itself) facing, these analytical 
‘gazes’ present two parts of the same story, with volunteer motivations, the 
contribution they feel able to make, and their relationships with others 
overwhelmingly influenced by the vision and investment in place to involve volunteers 
within an organisation. The chapter considers the co-ordination of volunteers in 
policing – from high-level strategic ‘top down’ vision, to ground level interpretation 
and delivery – and explores the pivotal role of the volunteer manager in supervising, 
supporting, and developing PSVs, together with recent changes that this role has faced 
largely driven by force budget reductions and shifting priorities. 
 
Chapter Eight: Study Implications and Conclusions 
The concluding chapter of this thesis seeks to answer the research questions posed in 
this study, and attempts to understand and unpack the meaning of findings within a 
dynamic and fast-moving police environment. It explores the implications of these 
findings in terms of recognising and responding to motivations, enabling opportunities 
for meaningful contributions that are valued and recognised, and creating an 
infrastructure for effectively involving volunteers in policing. It considers these 
findings alongside concepts of role identity, using this as a theoretical framework to 
help make sense them and their meaning for volunteers in policing.   The chapter then 
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turns its attentions to the involvement of PSVs going forward – the challenges that the 
police service faces in terms of rethinking and reassigning tasks against a backdrop of 
shifting demands, a pluralising workforce, and diminishing resources – and seeks to 
reimagine the role of PSVs in a landscape that demands ‘more for less’ with reducing 
budgets. Finally, the chapter looks to developing the currently sparse evidence base 
and considers future directions in this under-researched field.    
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2. Chapter Two: Literature Review  	
2.1. Introduction 
 
The paucity of research into volunteers in policing positions this study well in terms of 
a timely contribution to a limited evidence base. However, for purposes of a literature 
review, it offers a narrow pool of specific studies upon which to draw. Indeed, while 
the body of research around Special Constables has steadily grown, considerably less 
is known about PSVs (Millie, 2019). There is much to be learnt from a broader field of 
literature though: studies that consider issues of police pluralisation and the ‘mixed 
economy of policing’ (Bullock and Leeney, 2014: 483) of which volunteers form a part, 
and, perhaps of most value in this chapter, those which explore volunteering beyond 
the police service – both within the wider criminal justice system, and other areas of 
public life. Indeed, the available literature on volunteering more broadly is vast and 
cross cutting in nature, touching on fields of economics, management, and health, as 
well as the social sciences.  
 
This chapter seeks to frame the current study within this multi-disciplinary literature. 
It begins by exploring who volunteers – the demographics and characteristics of those 
who give their time – predominantly through broader volunteering literature, but with 
reference to police and community safety related studies where available. It then 
moves on to consider literature surrounding the four key questions in this study – the 
motivations, contributions, and experiences of PSVs, and the infrastructure in place to 
support and enable them in their volunteer roles – drawing on general volunteering 
literature and studies that are specific to volunteers in policing, together with 
concepts of role identity theory, in order to contextualise and make sense of these 
themes.  
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2.2. Who Volunteers? Demographics and Characteristics of Volunteers 
 
Piliavan et al. (1981, in Penner, 2002) concluded that the search for a pro-social 
personality – those more likely to give their time in a voluntary capacity was ‘futile’; 
however, many attempts have been made to explore the demographics, 
characteristics, and behaviours that increase or inhibit the likelihood of an individual 
choosing to volunteer. This section draws together findings from general volunteering 
literature about the type of people who choose to give their time freely, touching 
upon studies which focus on policing and community safety activities where available.  
 
2.2.1. Age  
 
The volunteer literature presents a somewhat mixed demographic picture in terms of 
the people who choose to give their time. The exception to this is perhaps in relation 
to age. Although volunteering takes place across all age groups, the highest rates of 
volunteering can often be found among older people. The UK Civil Society Almanac 
(2018) observed higher rates of volunteering among 65 to 74 year olds, with 32 per 
cent volunteering once a month and 42 per cent at least once a year (National Council 
for Voluntary Organisations, 2018). While this trend has been related to older people 
having more time following retirement (Ren et al., 2006), others have disputed this. 
Indeed, some studies (e.g., Chambre and Einholf, 2011; van Ingen and Wilson, 2017) 
have argued that working less is not associated with volunteering more, with any 
positive effect on volunteering through having additional free time often negated by 
the decrease in social integration (seen as an enabler for volunteering) outside of the 
workplace.   
 
A number of studies of volunteering conducted in the policing or community safety 
realms have reflected the older age profile trend observed in more general research 
on volunteers. In a US context, Zhao et al. (2012) reported a significantly older age 
profile of volunteers in a Community Oriented Policing Services (COPS) programme, 
compared to citizens in general, while Randol and Gaffney (2014) observed a similar 
trends amongst Block Watch volunteers. Turning to police volunteering in the UK, 
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Millie (2019) highlighted an older age profile in the PSV sample in his study of 
Lancashire Constabulary – a trend present across the PSV cohort in the Constabulary 
as a whole. The older PSV profile is particularly notable when compared to Special 
Constables. In a national benchmarking exercise of citizens in policing, Britton et al., 
(2018) reported only one in five PSVs under the age of 30, compared to over half of 
Special Constables. In contrast, over half of PSVs were aged 55 years and over, making 
PSVs, according to the authors (ibid: 35) “by far the most represented area of the police 
family in terms of contribution from older age groups”.  
 
2.2.2.  Gender 
 
Studies of volunteer participation (e.g., Tiehen, 2000) have pointed to trends in survey 
data that suggest greater likelihood of women volunteering than men. However, 
despite women tending to score higher on measures of personality traits and qualities 
that predict ‘helping’ behaviours, Einholf (2011) highlighted small differences in 
volunteering and charitable giving by gender, relating this to men’s advantages in 
resources and social capital that serve to cancel out women’s advantages in prosocial 
motivation. Indeed, the UK Civil Society Almanac (2018) noted minimal difference in 
volunteering by gender, although slightly skewed towards women (23% of women 
volunteered regularly vs. 22% of men, 39% irregularly, vs. 35% of men) (National 
Council for Voluntary Organisations, 2018). In a policing context, Ren et al.’s (2006) 
US-based study of volunteers in crime prevention activities highlighted gender as one 
of the few demographic factors that had a statistically significant effect on likelihood 
of volunteering – decreasing if the respondent was male. However, gender may differ 
by police volunteer type: the male-female split amongst PSVs in a recent 
benchmarking survey in England and Wales was close to an equal 50:50, but markedly 
different in the Special Constabulary with only three in ten officers being women – 
lower than the ratio of female representation in the regular officer workforce (Britton 
et al., 2018).  
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2.2.3. Ethnicity 
 
The literature around ethnicity and volunteering suggests a complexity of findings 
beyond some of the early general volunteering studies, which indicated that white 
people were more likely to volunteer (Chambre and Einholf, 2011). To illustrate, the 
now-defunct Citizenship Survey in England and Wales reported similar levels of 
participation in formal volunteering by black, white and mixed ethnicity groups, but 
lower levels by Asian and Chinese groups – although this data is likely to mask 
differences within these broad ethnic classifications (Rochester et al., 2012). Similarly, 
in a survey of charitable behaviour of Californians, O’Neill (2001) reported no 
significant ethnicity-based differences in levels of giving and volunteering. Sundeen et 
al.’s. (2009) study reported a unique combination of volunteering predictors amongst 
each native-born and immigrant ethnic group; however, highlighted the importance 
of resources for volunteer service – education, income, and homeownership – which 
can have a moderating effect on likelihood of volunteering.  
 
Studies of community safety and police related volunteering present a similarly mixed 
picture. Randol and Gaffney (2014) found that respondents who identified as having 
a BAME background were 57 per cent more likely than whites to participate in a US 
Community-Oriented Policing (COP) volunteer programme – although this trend was 
not noted for Block Watch volunteers, perhaps reflecting the make-up of 
neighbourhoods in which these schemes were implemented. Friedman (1998) 
reported a slight over representation of African-American community safety 
volunteers (14% compared to their 12% proportion of the population); however, 
under representation amongst other ethnic minorities, groups that he states were 
more likely to be victimised. In a recent benchmarking survey in England and Wales, 
the three main recognised groups of formal police volunteers – Volunteer Police 
Cadets, Special Constables, and PSVs – each presented higher representation of BAME 
individuals compared to regular officers and staff in the paid workforce, 
demonstrating the diversity that volunteering schemes have the potential to bring to 
organisations such as policing that have traditionally struggled to represent the 
communities they serve  (Britton et al., 2018).  
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Volunteer characteristics – including factors linked to education, employment, social 
networks, and living circumstances – have been shown to be more influential on 
behaviour than the demographic attributes outlined above, exposing or shielding 
individuals from the resources that can lead to volunteering opportunities (Wilson, 
2000). Wilson and Musick (1997) state that, similar to other forms of paid or unpaid 
work, volunteering demands resources. People who volunteer tend to be ‘joiners’ who 
are aware of the issues that require support of volunteers and possess empathy and 
self-confidence to put themselves forward for opportunities, with more extensive 
social networks than non-volunteers. These factors make them both attractive to 
agencies seeking volunteers, and more likely to be invited to volunteer – a key driver 
for people choosing to do so (Wilson, 2000; Chambre and Einholf, 2011). Few police 
volunteer specific studies are available here; therefore, the following sections draw 
predominantly on literature from broader volunteering spheres, and, to add some 
topic specific context, those that consider matters related to police-community 
engagement or participation, in order to explore volunteer characteristics. 
 
2.2.4. Human, Social, and Cultural Capital 
 
Entry in to the volunteer labour force is often dependent on an individual’s level of 
human, social, and cultural capital. Human (that within individuals) and social (the 
connections between individuals) capital have been recognised as resources for 
collective action, fostering norms of reciprocity and trust, while cultural capital 
informs knowledge of the work or volunteer setting, and practices of dominant social 
institutions (Wilson and Musick, 1997; Putnam, 2000; Putnam, 2001). Human, social 
and cultural capital have been linked with processes that bring people together, 
empowering social action, boosting volunteering, and helping them work collectively 
for a public good (Lichterman, 2006; Janoski, 2010; Chambre and Einholf, 2011; Randol 
and Gaffney, 2014).  
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2.2.5. Education 
 
Education has been identified as a consistent and powerful predictor of volunteering, 
both in terms of individual skills and the breadth of social networks that individuals 
educated to a higher level are often exposed to (Wilson, 2000; Chambre and Einholf, 
2011). Indeed, people with higher levels of education tend to join groups and 
organisations, furnishing them with the connections, status, and networks which, in 
turn, present opportunities for volunteering (Hustinx et al., 2010). According to 
Rochester et al. (2012), those with formal qualifications are more likely to volunteer, 
with the higher level of qualification related to greater likelihood. Reasons for this are 
often linked to enhanced skills, self-confidence, and levels of human capital, together 
with broader social networks, which contribute to an individuals’ awareness of issues 
that require support, and increase the likelihood of them both putting themselves 
forward and being invited to undertake volunteering roles (Reisig and Giacomazzi, 
1998; Chambre and Einholf, 2011; Randol  and Gaffney, 2014). Studies on police 
volunteers and education levels are limited; however, more general studies of citizen 
participation and collaborative work with the police (e.g., Bullock and Sindall, 2014; 
Lee and Zhao, 2016) support trends around greater engagement amongst those with 
high education levels. Conversely, Ren et al. (2006) reported no statistically significant 
effect of education level on volunteering or likelihood of becoming a police volunteer 
in a US-based community crime prevention programme.  
 
2.2.6. Employment  
 
The literature around employment status presents a complex relationship with 
likelihood of volunteering. Logic suggests that time constraints imposed by paid 
employment lead to lower levels of volunteering; however, studies indicate that this 
is not exclusively so, with full time employment showing no significant effect on rates 
of volunteering overall (e.g., see Chambre and Einholf, 2011). Indeed, Wilson (2000) 
refers to research which suggests a slight upward trend in volunteering as paid work 
hours increase, perhaps indicating that – if this measure could be considered one of 
increased workplace importance – people with higher prestige jobs and those with 
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more control over their working hours may volunteer more. Conversely, Randle and 
Dolnicar (2009) found that high-contribution volunteers (those who gave the most 
hours) were significantly more likely to be part-time employees or non-working 
individuals, compared to low-contribution volunteers. Type of employment is also a 
factor here with Rotolo and Wilson (2006) suggesting that non-profit sector 
employees are the most likely to volunteer and offer most hours, followed by public 
sector workers, and the self-employed. Being in the workplace can increase desirable, 
interchangeable skills and offer positive effects in terms of increased social networks 
and connections which expose would-be volunteers to opportunities to do so (Pavlova 
and Silbereisen, 2014). Indeed, growth in occupational uncertainty has been cited as 
a possible hurdle to civic participation, with weakening ties to the work world serving 
to damage attachment to civil society (ibid). 
 
Ren et al. (2006) relate an older volunteer age profile – a trend present amongst PSV 
cohorts (Millie, 2019) – to increased time available following retirement; however, 
studies suggest that working less is not automatically associated with volunteering 
more (Omoto and Snyder, 2002; van Ingen and Wilson, 2017). Life events (e.g., 
becoming a parent, employment, retirement) can attach and shift individual 
allegiances and integration with others, presenting inhibitors and enablers to 
volunteering (Wisner et al., 2005). People often give their time simply because they 
are invited to do so; therefore, any type of social contact increases the likelihood of 
volunteering, with positive ‘word of mouth’ often shown to have the largest impact 
on volunteer recruitment (Friedman, 1998). While retirement may add to free time 
available to volunteer, withdrawal from the workplace and an associated decrease in 
the social roles, integration and networks that encourage volunteering can limit the 
overall effect (Omoto and Snyder, 2002).  
 
2.2.7. Neighbourhood Factors 
 
Social context, including the neighbourhood in which an individual lives, has been 
recognised to play a role in decisions to volunteer, encouraging a sense of social and 
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community obligation, and influencing opportunities to become involved (Chambre 
and Einholf, 2011). Previous scholars have suggested that those who volunteer for 
community crime prevention efforts are likely to have higher levels of collective 
efficacy – defined by Sampson et al. (1997: 918) as “social cohesion among neighbours 
combined with their willingness to intervene on behalf of the common good” – 
generated further by the voluntary actions themselves as members work together to 
build community (Zhao et al., 2012). Some studies (e.g., Friedman, 1998; Ren et al., 
2006) have highlighted increased likelihood of volunteering as part of community 
crime prevention efforts, and a higher opinion of the police, amongst homeowners 
from stable residential areas. Indeed, Reisig and Giacomazzi (1998) argue that 
transient populations have fewer ties to their neighbourhoods and, as a result, find it 
difficult to mobilise into the collective style of action often required to engage in 
community-based policing activities.  
 
2.2.8. Attitudes towards the Police 
 
Favourable attitudes towards, and confidence in, the police, and feeling that they are 
legitimate have been associated with greater awareness of neighbourhood policing, 
co-operation (both with the police and others in the community to fight crime), 
likelihood of proactively making contact with the police, believing that crime 
prevention is a collective effort (rather than solely a role for the police), and increased 
police participation or volunteering (Tyler and Fagan, 2008; Bullock and Sindall, 2014; 
Randol and Gaffney, 2014). For example, Ren et al. (2006) found that citizens with 
positive attitudes towards the police were five times more likely to become a 
volunteer than those with less positive attitudes. Furthermore, rates of participation 
more generally (co-operative, pro-social – although not necessarily formal 
volunteering – behaviour) have also been shown to increase with perceptions of crime 
and social disorder, and amongst those who have been a victim of crime (Zhao et al., 
2012; Bullock and Sindall, 2014; Randol and Gaffney, 2014). Indeed, Reisig and 
Giacomazzi (1998) propose that residents who feel that neighbourhood problems 
need attention are more likely to get involved, while those who perceive the police to 
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have these issues under control invariably rely on them to continue to maintain order. 
They argue that the ‘first step’ towards police-community partnerships is the belief 
that the police are not solely responsible for crime control, adding that positive 
attitudes towards the police are not a necessary precursor for collaborative working 
(ibid: 557). 
 
Although there are some common themes emerging from the literature around the 
demographics and characteristics of those who choose to engage in volunteering 
including, in policing and crime reduction related roles, older people who possess 
human, social and cultural capital, particularly in the form of education and social 
networks – messages around the ‘typical’ volunteer are mixed. Indeed, Penner (2002) 
argues that pro-social behaviours (i.e., those that are performed for the benefit of 
others, with financial donations and volunteering amongst the most common) are 
associated with factors beyond the personality or characteristic traits outlined in this 
section, noting the importance of motivations – both initially and those driving more 
sustained, ongoing commitment – to understanding the factors underpinning 
volunteerism. As Shye (2010) argues, while demographic characteristics are useful in 
determining whether a person is able to volunteer (with reference to the factors noted 
above that have been shown to promote volunteering, in particular, education and 
social networks), motivations reflects whether a person wants to volunteer. The next 
section will explore literature around volunteer motivations, attempting to capture 
the central features of a vast pool of research around volunteering more generally, 
and use this to make sense of a more limited evidence base around volunteers in 
policing.    
 
2.3. Volunteer Motivations: Understanding Why People Give their Time 
 
2.3.1. Motivation Duality: Altruism and Egoism  
 
Motivations for individuals to give their time freely, as constructed by the broad body 
of literature that explores this aspect of volunteering (albeit notably more limited in 
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relation to police volunteers specifically), generally fall in to one of two schema: 
altruistic (associated with the needs of society) or egoistic (associated with volunteer 
needs) (Laverie and McDonald, 2007; Horton-Smith, 1981 in Rochester et al., 2012). 
This section explores both ‘other’ and ‘self’ oriented motivations separately, then 
acknowledges the multi-faceted nature of volunteering and the extent to which these 
categories frequently overlap. 
 
2.3.2.  Other Oriented: Altruistic Motivations 
 
Altruistic motivations – a sense of helpfulness, other-oriented empathy, and efforts to 
promote the welfare of others above one’s own – are generally seen to be strong and 
sustainable drivers of helping behaviours, with volunteering argued to be one of the 
most formal and organised expressions of altruism (Penner and Finkelstein, 1998; 
Laverie and McDonald, 2007; Haski-Leventhal, 2009). Burns et al.’s (2006: 89) study of 
American university students found that altruism featured in each of the various 
motivations that young adults have to volunteer, even those based on personal or 
career development aspirations. The authors concluded that altruism was the 
‘pervasive origin’ of motivations to volunteer of the study cohort (ibid: 89). In their 
study of volunteer firefighters, Carpenter and Knowles Myers (2010) highlighted a 
positive correlation between altruism, decisions to volunteer, and training hours 
(although not likelihood to respond to a call – more likely influenced by social 
reputation or concerns about image). Furthermore, Stukas et al. (2016) found that 
volunteers who engaged primarily for other-oriented reasons were amongst those 
most likely to report higher levels of wellbeing, satisfaction, and intentions to continue 
volunteering, compared to those motivated by self-oriented reasons.  
 
2.3.3. Self-Oriented: Egoistic Motivations 
 
Social, self-oriented incentives such as enjoyment, interaction, group identification, 
and networking, have been identified as strong motivators for volunteering (Gill, 1986; 
Laverie and McDonald, 2007). In her study of volunteers within museums and heritage 
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visitor attractions in the UK, Holmes (2003) highlighted the influence of subject 
interest and ‘doing something enjoyable’ on motivators for volunteering. Indeed, 
drawing on the ‘leisure model’ of volunteering outlined in the previous chapter, 
Stebbins (1996) argues that, in order to be viewed as a form of leisure (albeit obligated 
to some extent in terms of time and place requirements), volunteering must be 
satisfying, rewarding and enjoyable in nature, otherwise it presents a contradiction in 
terms. 
 
Opportunities for social interaction feature prominently amongst self-oriented 
motivations for volunteering. Shye (2010) found that the opportunity to develop 
friendships and gain a sense of belonging to a community were some of the most 
important motivations for volunteering, alongside the possibilities of expressing one’s 
personality and beliefs. Grossman and Furano (1999) suggest that volunteering can 
tackle social isolation, providing opportunities for social activities and connections, 
while van Ingen and Wilson (2017) draw attention to these enhanced social benefits 
for individuals no longer in the workplace, with volunteering offering compensation 
for the loss of social networks and other productive roles. Indeed, in their research on 
AIDS and hospice volunteerism, Omoto and Syder (1995: 683) reported a negative 
connection between availability of social support and longevity of volunteering. In this 
sometimes distressing field of volunteering those with strong social support networks 
were seen to retreat, while those with less established circles were likely to view 
continued volunteering as an opportunity to develop such networks, with the authors 
commenting on the irony that “volunteers motivated by more self-oriented concerns 
may actually provide greater benefits to others through their longer lengths of active 
service”.  
 
In a slightly different self-oriented strand, while skills and employment development 
have been identified as motivators for volunteers (particularly those at career 
exploration stage) (Pavlova and Silbereisen, 2014), studies have suggested that 
volunteers usually do not offer their time primarily to gain career-based skills with 
Wisner et al. (2005) reporting a significant negative relationship between career 
advancement motivation and intention to remain a volunteer. Indeed, Omoto and 
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Snyder (1995) argue that it is the self-focused motivations outlined earlier – of 
enjoyment and creating connections with others – that are more positively associated 
with length of service, highlighting the importance of identifying and fulfilling personal 
and social motives in order to retain volunteers within an organisation. Furthermore, 
motivations can shift as the volunteering ‘journey’ progresses. Stebbins (1996) 
suggests that this is often in the direction of more self-oriented motivations: while 
altruism may be what initially leads people to volunteering, self-interestedness and 
fulfilment of personal and social rewards are significant features of their motives to 
continue. 
 
2.3.4. Multi-faceted Motivations: Thinking Beyond a Two-Category Model 
 
Studies have challenged the ‘altruistic-egoistic duality’ – a mode advanced in the 
1980s for explaining the volunteering phenomenon (Shye, 2010: 186). Stukas et al. 
(2016: 128) argue that volunteers are rarely purely other-oriented or self-oriented in 
their motivations, while Clary and Snyder (1999: 157) concur, acknowledging that it is 
often difficult for motivations to be ‘neatly classified’ as either. Pure altruism is scarce: 
volunteer motivations are unidimensional and frequently combine both altruistic and 
self-interest elements, with volunteers rarely distinguishing between motivations but 
acting on both (Cnaan and Goldberg-Glen, 1991; Chambre and Einholf, 2011). Dolnicar 
and Randle (2007) support the notion that volunteering motivations are multifaceted 
– with factors occurring in combination with each other rather than in isolation. In a 
later study the authors argued that those that exhibit a combination of both altruistic 
and egoistic motivations were most likely to give more time in their volunteering role 
(compared to those who declare only altruistic motivations), likely because they feel 
they are personally benefitting from their involvement (assuming that their 
motivations are fulfilled) (Randle and Dolnicar, 2009).  
 
Indeed, there is some doubt around the frequency with which volunteers describe 
their motivations as altruistic. People often feel compelled to give socially desirable 
answers, reporting the motivations they think will make them look better, which 
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usually privileges altruism within explanations for volunteering (Shye, 2010; Rochester 
et al., 2012). The ‘language of compassion’, ‘helping others’ and ‘giving back’ that 
volunteers use to describe their motivations may serve to mask concurrent desires to 
present a favourable image, gain social approval or serve other self-interested drivers 
(Stebbins, 1996; Wilson and Musick, 1997; Mortel, 2008). Bussell and Forbes (2002) 
posit that volunteering is not simply for altruistic reasons: volunteers often act on 
egoistic motives, seeking to fulfil status, prestige, contact, and a range of other social 
and psychological traits. Stebbins (1996: 216) argues that there are always levels of 
self-interest in volunteering, even if volunteers themselves “skirt the implications of 
this” to concentrate attentions on contribution to the wider community, while Haski-
Leventhal (2009) goes as far to suggest that pure altruism does not exist, with every 
act egoistic to some extent.  
 
Cnaan and Goldberg-Glen (1991) assert that two category motivation models fail to 
incorporate the spectrum of individuals’ reasons to volunteer, instead proposing a 22-
point unidimensional scale of motivations in their study with volunteers in human 
service agencies (e.g., nursing homes, youth mentoring programmes). The authors 
concluded that volunteers do not act on a single motive, but a combination of motives 
that is defined by them as a ‘rewarding experience’. Dolnicar and Randle (2007) 
acknowledged the heterogeneity of volunteers in their Australian study, highlighting 
the difference in motivations amongst groups of volunteers: typically older ‘classic 
volunteers’ are motivated to do something worthwhile, gain personal satisfaction, and 
help others; while predominantly younger ‘niche volunteers’ report a variety of rather 
atypical reasons including feelings of obligation, passively entering volunteering, 
seeking to gaining work experience, or being guided by religious beliefs.   
 
Clary and Snyder (1999) propose a six factor model of motivations in their Volunteer 
Functions Inventory, reflecting functions that are potentially served by volunteering: 
values (feeling it is important to help others, altruism); understanding (learning or 
using skills that have limited application elsewhere); enhancement (development, 
feeling better about oneself); career (gaining relevant experience or contacts); social 
(strengthening networks and relationships); and protective (reducing negative 
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feelings, addressing personal problems, reducing guilt about being more fortunate 
than others). The authors argue that volunteers generally prioritise values, 
understanding, and enhancement, over career, social and protective; however, 
echoing Dolnicar and Randle (2007), acknowledge that this varies across groups with 
people performing the same volunteering activity but for different reasons (e.g., 
career functions are often more important for younger volunteers, compared to older 
ones). Omoto and Snyder (1995) similarly presented five functionally-oriented 
motivations in their study of AIDS volunteerism – values, understanding, personal 
development, community concern, and esteem enhancement – with these linked 
more readily than dispositional attributes (i.e., an individual’s character) to 
volunteerism. 
 
Despite the multi-faceted, at times complex, nature of motivations, similar to much 
human behaviour, people generally engage in volunteering because it responds to 
specific goals or needs, with personal motives playing an important role (Clary et al., 
1994; Penner, 2002; Chambre and Einholf, 2011). Dolnicar and Randle (2007: 5) 
suggest that individuals volunteer in order “to meet certain needs, to reach certain 
aims, or to satisfy certain motives” and rarely distinguish between these (Cnaan and 
Goldberg-Glen, 1991). The extent to which volunteering fulfils these needs, aims, and 
motives (and continues to do so), and the match between volunteer experiences and 
personal and social drivers, is influential in terms of volunteer decisions, behaviour, 
satisfaction, and their intention to continue to give their time (Omoto and Snyder, 
1995; Clary and Snyder, 1999; Davis et al., 2003). Cnaan and Goldberg-Glen (1991) 
assert that people will continue to volunteer for as long as the experience is rewarding 
and satisfying to their needs. Volunteers in roles that match their motivations will 
derive more satisfaction from them than those carrying out tasks to do not address 
their reasons for giving their time (Clary et al., 1998).  
 
A number of studies (e.g., Omoto and Snyder, 1995; Penner and Finkelstein, 1998; 
Davis et al., 2003; Wisner et al. 2005) highlight the influence of volunteer satisfaction 
on intention to remain a volunteer and likelihood of recommending the organisation 
to others. Turnover of volunteers is both costly and time consuming, therefore it is in 
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an organisations’ interests to retain the volunteers in which they have invested (van 
Ingen and Wilson, 2017). With this in mind, it is important that organisations are able 
to identify and understand volunteer motivations – recognising that they are 
heterogeneous, dynamic and changing – in order to fulfil them where they are able, 
and manage expectations where they are not (Cnaan and Goldberg-Glen, 1991; 
Omoto and Syder, 1995; Clary et al., 1998; Gaston and Alexander, 2001; Wisner et al., 
2005; Burns et al., 2006; Laverie and McDonald, 2007).  
 
The sparse literature available on changing volunteer motivations (considerably more 
so specifically in relation to PSVs) often points to a shift from outward to inward facing 
factors as the volunteer ‘journey’ progresses. Stebbins (1996) argues that, while 
altruistic motivations may form a key part of the initial draw to volunteering, self-
interestedness and fulfilment of personal and social rewards are often significant 
features of drivers to continue. In their study of hospice volunteers, Finkelstein (2008) 
found that at three months ‘service’ those who would become sustained volunteers 
devoted more time depending on the extent to which the volunteering activity 
fulfilled altruistic motivations; however, at 12 months outcomes related to greater 
volunteer activity were more likely linked to personal growth motives. Similarly, in 
Holmes’ (2003) research in the museum industry, fulfilling motivations related to 
enjoyment or recreation and social opportunities increased in importance as 
volunteer service progressed. Tailoring volunteer recruitment and placing volunteers 
in appropriate positions, with functionally matched messages that address 
motivational concerns of importance to the individual, offer opportunities for greater 
influence over target groups (Clary et al., 1994, 1998; Penner, 2002; Dolnicar and 
Randle, 2007; Shye, 2010). Echoing the themes above, Omoto and Snyder (1995) 
argue that, as self-oriented motives are the factors that keep volunteers involved, 
recruitment campaigns should give heed to what would-be volunteers can personally 
gain – rather than focusing solely on altruistic efforts to help others.  
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2.3.5. Motivations for Police Volunteering 
 
Although considerably more limited in volume, literature available on police volunteer 
motivations reflects the complexity of themes emerging in studies of volunteering 
more generally. Police volunteering studies also highlight clear demarcations in 
motivations by volunteer type. As such, this section is presented in two parts: firstly, 
it explores the motivations of Special Constables, before turning to the even smaller 
pool of studies that consider the motivations of Police Support Volunteers.  
 
For Special Constables, the desire to gain paid employment (usually as a regular 
officer) often dominates studies of motivations for volunteering. On completion of 
training, 70 per cent of Special Constables in Pepper’s (2014) study stated that they 
wanted to be regular officers, increasing to 100 per cent after six months in the role. 
Almost 60 per cent of Special Constable respondents to Whittle’s (2014) online survey 
considered that becoming a Special Constable would either benefit a future police 
application, or represented the best way to join as a regular, with almost 30 per cent 
stating that they would not have applied for the voluntary role if regular recruitment 
had been open.  Strudwick et al. (2017) found similar employment-focused themes in 
their research with volunteer PCSOs who often viewed the role as a ‘foot in the door’ 
to a career as a paid PCSO or police constable.  
 
Studies have pointed to the influence of age or length of service (factors that are often 
closely connected) on the career motivations of Special Constables. Gaston and 
Alexander (2001) found that for young people (those aged under 25), the primary 
stated reason for joining the Special Constabulary was an interest in joining the regular 
police service, and those who reported such career motivations gave significantly less 
volunteer service compared to those who joined in order to ‘help the community’. 
Career motivations tended to wane with age, while the frequency of altruistic reasons 
– helping the community, doing something worthwhile, and concern for law and order 
– increased. Callender et al. (2018b) reported similar findings: Special Constables with 
less than five years’ service were less likely to select community-focused reasons for 
volunteering, and considerably more likely to express paid employment-focused goals 
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(compared to those with more than five years’ service). Again, age was a key factor 
here with younger Special Constables reporting career motivations more frequently 
than their older counterparts.  
 
However, findings are not clear cut. Ramshaw and Cosgrove (2019) refer to dualistic 
pathways incorporating both altruistic and egoistic motivations of Special Constables, 
highlighting the complexity within decisions to volunteer. The authors identified two 
typologies of Special Constable in their study – ‘stepping stone specials’ (those hoping 
to secure paid employment), and ‘career specials’ (who wanted to ‘give back’ to the 
community and do something worthwhile) – although stated that each exhibited both 
altruistic and egoistic tendencies. While stepping stone specials were keen to boost 
chances of paid employment, they also claimed to want to ‘give back’ to the 
community.  Similarly, some career specials – primarily motivated to ‘give back’ and 
do something worthwhile – were also seeking to fulfil personal ambitions, either 
following unsuccessful applications to the regular police service or after establishing 
careers which made employment with the police service financially unviable.  
 
Despite arguing that “the career orientation of many Special Constables cannot be 
denied”, Bullock and Leeney (2014: 490) reported both altruistic (desires to help 
others, give back, and create a better society) and egoistic-personal (being involved in 
challenging activities, broadening horizons, feeling better about oneself, being 
involved in something worthwhile, developing relationships with others, and being 
involved in something prestigious) as motivations for Special Constables in their study. 
Hieke (2018) also recognised three motivation strands: instrumental career-driven 
motivations for those Special Constables interested in future paid employment with 
the police (or elsewhere), self-oriented motivations relating to personal development, 
and other-oriented altruistic motivations characterised by wanting to give something 
back or to help the community.  
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Studies of reserve officers11 in the USA highlight similarly mixed motivations including 
self-enhancement (wanting to learn more about policing/career development) and 
fulfilling personal values (giving back to the community) (Wolf et al., 2016). Age adds 
a slightly different dynamic in a US context with a quarter of reserve officers in Pepper 
and Wolf’s (2015) study being retired regular officers who wanted to keep in touch 
with former colleagues, continue to enjoy the camaraderie of their previous role, and, 
in some areas, retain powers which allowed them to work in the private security 
industry at a premium rate. The varied motivations showcased within these studies 
support Bullock and Leeney’s (2014) claim that Special Constables – similar to 
volunteers in non-police settings – are not a homogeneous group, and are differently 
motivated to give their time.  
 
Studies of PSV motivations are even more limited than Special Constables in terms of 
volume. However, those that do exist point to lower career-oriented motivations 
amongst this police volunteer cohort compared to Special Constables. Indeed, less 
than a quarter (23%) of PSV respondents to a national survey selected ‘interested in a 
career in policing’ as a top reason for volunteering, compared to over half (56%) of 
Special Constables (Institute for Public Safety, Crime, and Justice (IPSCJ), 2016). This is 
likely linked to the considerably older age profile of PSVs compared to Special 
Constables (Britton et al., 2018). Although younger people do volunteer as PSVs (with 
some doing so in order to gain experience, develop skills, and ‘get a foot in the door’ 
to the police service), many PSVs in Millie’s (2018; 2019) study were seeking a 
voluntary role post-retirement. However, while altruism often underpinned these 
PSVs’ reasons for giving their time, Millie (ibid), also highlighted other-oriented 
motivations (being bored, wanting to fill time) at play. This reflects the complexity of 
motivations reported in broader studies outlined earlier in the chapter: volunteering 
for purely altruistic reasons is rare, with a combination of both altruistic and self-
interest elements usually featuring simultaneously (Cnaan and Goldberg-Glen, 1991; 
Dolnicar and Randle, 2007; Chambre and Einholf, 2011). Indeed, in their study of 
Dutch police volunteers, van Steden and Mehlbaum (2019) noted low occurrences of 
 
11 Volunteers with full or partial police powers that are utilised by many states in the USA to perform law enforcement functions 
(Wolf and Bryer, 2019). 
	 51	
career-driven motives, with a combination of social, altruistic, and self-oriented 
reasons more likely to explain volunteers’ willingness to give their time. 
 
While motivations represent the beginning of a volunteer’s journey – the decision-
making processes that initially lead them to give their time – they remain a prominent 
feature as volunteering roles progress, overlapping with feelings about contribution 
and experiences within the organisation. The next section explores the contribution 
of volunteers, again considering the wider literature more broadly before turning to 
findings from the more limited pool of police volunteer specific studies.   
 
2.4. Contributions: What People Give – and Get – from Volunteering  
 
The contribution that volunteers make is influenced first and foremost by the setting 
of that volunteer activity. If exclusively voluntary (e.g., resident’s committee, a local 
grassroots charity), the contribution is clear cut: in the absence of volunteers, the 
activity would not happen. However, when volunteering takes places in an 
organisation with a paid workforce – as is the case in this study – the volunteer 
contribution takes on different meaning. In this context, volunteering literature 
generally refers to three themes in terms of the volunteer contribution, which this 
section is structured around: providing time and skills to support the paid workforce; 
cost savings; and, an offering that is more unique to the voluntary nature of the service 
provision.  
 
In terms of bringing time and skills, Handy and Srinivasan (2004) suggest that 
volunteers in a hospital setting can alleviate staff workload which improves patient 
care by providing prompter responses to non-medical needs, and reducing anxieties 
amongst vulnerable or lonely patients. In a similar vein, Brudney and Kellough’s (2000) 
US-based survey of personnel managers in state agencies highlighted the most 
common reported benefit of involving volunteers as capability to do more with 
available resources. While voluntary contributions can be difficult to ascertain in 
purely economic terms it is generally accepted that there are likely some financial 
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returns if they are involved effectively. Handy and Srinivasan (2004) explored a variety 
of measures including asking volunteers what they thought would be reasonable 
compensation of their volunteer time, calculating a replacement value (rough hourly 
wage for similar tasks), and an industry wage (hourly wage plus benefits) 
acknowledging that not all volunteer tasks would be paid in their absence. Regardless 
of the method, savings to the hospital setting in which the study was based ranged 
between approximately $1-1.2 million per year. Calculating a volunteer ‘value’ is 
challenging though, particularly as in most settings volunteers do not directly 
substitute a paid role. Volunteers often operate on a flexible basis, have different 
expectations of the organisation, and varying outputs compared to the paid 
workforce, making them hard to relate directly to a staff wage. Furthermore, the 
additional capacity that they ‘free up’ from the existing workforce – a real and tangible 
contribution in some organisations – is difficult to cost (Bowman, 2009).  
 
Beyond time, skills and financial gains, the contribution of volunteers is often viewed 
in terms of their ‘added value’ – the supplementary benefits that they bring over and 
above the capacity of the paid workforce. Indeed, it has been suggested that 
volunteers offer a valuable citizen perspective, creating opportunities for social 
interaction, connections with the community, and increasing organisational efficiency 
(Choudhury, 2010; Cordery et al., 2015; Wo et al., 2016). In their narrative review of 
literature exploring end of life care, Morris et al. (2013) highlighted the overlapping 
roles that volunteers are able to occupy – friend, advocate and go-between – fusing 
elements of formal care with informal support for both patient and family which 
complements the roles performed by paid staff.  
 
These contributions are not one-sided: volunteering has an impact on those who make 
the contribution, i.e., the volunteer themselves, including enjoyment, personal 
achievement, developing new skills, enhanced employability, improved mental and 
physical wellbeing, and social benefits such as meeting people and making friends 
(Rochester et al., 2012). These themes are closely aligned with those emerging in 
literature around volunteer motivations and, reflecting the studies outlined earlier in 
this chapter, the extent to which volunteers’ roles and the contributions they feel they 
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make within them, fulfil their motivations are amongst some of the most predictive 
variables that enable or inhibit likelihood of volunteering (Omoto and Snyder, 2002; 
Chambre and Einholf, 2011). Indeed, Clary and Snyder (1999: 158) posit that the 
decisions and behaviours of volunteers are often dependent “on the match of an 
individual’s motivations to the opportunities afforded by the volunteering 
environment”. Those volunteers who feel that their role is congruent with functions 
they deem to be important, have greater satisfaction with their volunteer activity and 
consequently are more likely to continue to give their time (Clary et al., 1998). 
 
2.4.1. Police Volunteer Contributions 	
Themes of time and skills, costs, and a specific, at times unique, contribution noted in 
broader volunteering literature are reflected in the somewhat limited pool of studies 
exploring police volunteers. Comments made by officer and PSV respondents to 
Wilkins’ (2008) survey indicated that PSVs help to reduce pressure on frontline 
officers, freeing up their time, and carrying out tasks that otherwise might not be 
done. Similarly, in their study of police volunteers in Sweden, Uhnoo and Löfstrand 
(2018) refer to volunteers carrying out tasks that the police no longer had time to, 
‘unburdening’ the paid workforce and allowing them to focus on areas of greater need 
that required their skills and experience. Larson et al.’s (2011) US-based study also 
commented on the scope of police volunteers to bring additional capacity, allowing 
officers to attend to more pressing tasks suited to their training and powers.  
 
However, again studies have pointed to the police volunteer contribution going 
beyond alleviating the workload burden on paid staff, to bringing a range of wider 
skills and experiences that can enhance service provision and allow space for 
innovation and creativity. In their US-based study of volunteer reserve officers, Wolf 
et al. (2016) outlined the benefits that law enforcement agencies can garner from the 
experiences that volunteers bring from other areas of their life including medics, 
accountants, and indeed, former experienced officers who have returned to volunteer 
after retirement. Officers in Willis and Mastrofski’s (2017) US study of police craft (the 
	 54	
skills of policing that are often perceived by officers to be developed only through 
experience) highlighted the importance of detailed local knowledge of people, places 
and customs, pointing to a specific skill set that volunteers – those considerably more 
likely to live in and have a ‘history’ with the local area than officers – can usefully 
contribute. Indeed, Dobrin and Wolf (2016: 22) argue that volunteer police officers 
can be a link between the police service and the communities they serve, “peeling 
back the blue curtain” and providing individuals with a sense of connection to their 
own government services which, according to Wolf et al. (2016: 451), allows them to 
become “part of the process and not simply a bystander judging police tactics and 
operations from the sidelines”. Similarly, Frederickson and Levin (2004: 121) suggest 
that US volunteer reserve officers can help to ‘bridge the distance’ between regular, 
paid officers and the community. Commenting on the PCSO role – although arguably 
applicable to police volunteers also – O’Neill and Fyfe (2017) propose that the 
‘marginal status’ often experienced by ‘others’ in policing could be recognised as a 
strength: not being a police employee can increase public trust and levels of 
information that the public are willing to share, and members of the police family who 
do not hold powers of arrest or other intrusive tactics, may be viewed as less 
threatening by the public.  
 
The capacity of volunteers to offer a community-focused quality has been noted 
across the broader criminal justice sector. Minoura (2018: 9) argued that the benefit 
of volunteer probation officers in Japan is that they are fellow citizens and regarded 
by people receiving their services as “neighbours rather than representatives of the 
government”, offering local, continuous and welfare-focused support (Akashi, 2018).  
Commenting on the involvement of volunteers in the penal system, Tomczak (2017) 
refers to studies which highlight the valuable relationship between those who offend 
and voluntary sector mentors, while Mills et al. (2011) reflects on their capacity to 
provide independence from formal criminal justice processes. Indeed, in a study of 
Community Justice Panels, Clamp (2014) suggests that volunteers may be seen as 
more legitimate and efficient than coercive authority (i.e., police, judges and other 
‘actors’ in the formal criminal justice system).  
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It is unclear how the public view PSVs: independent from, or embedded within, the 
police family; as volunteers in policing or as volunteers of the police.  The extent to 
which individuals are actually granted ‘inside access’ in order to successfully ‘bridge 
the gap’ between communities and the police also remains uncertain, as does the 
impact on volunteers’ ability to engage with the community on a different level to 
formal, paid members of the police service (Uhnoo and Löfstrand, 2018). Van Steden 
and Mehlbaum (2019: 426) reported scepticism in their study, with a police union 
interviewee arguing that there were too small a number of police volunteers to ‘make 
a difference’, and questioning the volunteer role of ‘police ambassador’ to the 
community when paid police personnel – significantly larger in volume – were also 
capable of serving this function. Furthermore, Uhnoo and Löfstrand (2018) query 
whether the efforts of volunteers in policing to bring the police and community closer 
together actually have a perverse effect, allowing officers to withdraw from these 
public facing engagement opportunities. Bullock (2017: 355) suggests that whether 
aspirations that police volunteers will form a bridge between police and communities 
can be realised “is at best unclear”.  
 
A number of studies have referred to police volunteers in the context of cost saving in 
a climate of reducing budgets (Wolf and Bryer, 2019).  Phillips (2013) argues that 
economic conditions may require police agencies to use volunteers to support 
different tasks and functions, while Ren et al. (2006) and Zhao et al. (2012) also 
commented on the possibility of citizen participation in volunteer activities being 
considered as an effective means of compensating for scarcity of police financial and 
workforce resources. Gravelle and Rogers (2009a; 2009b) used the Volunteer 
Investment Value Audit (VIVA) to explore the economic impact of volunteer schemes 
in Lancashire Police, pointing to savings of over £320,000 per year, while a similar 
assessment of a community volunteer scheme in Wales found that for every pound 
invested into the scheme, the police service had a return of more than one pound, 
without factoring in the other associated benefits such as improved community 
cohesion or public confidence. As such, the authors argue that during periods of 
economic uncertainty the advantages of police volunteers need to be seriously 
considered. 
	 56	
 
However, the cost saving contribution of PSVs is a controversial issue, with the 2005 
Compact Code of Good Practice on volunteering – the document which sets out the 
agreement, and shared vision and principles, between the UK government and 
voluntary and community sector – clearly indicating that voluntary activity should not 
substitute paid work, neither in policing or any other sector (Compact Code of Good 
Practice on Volunteering, 2005; Larson et al., 2011; Bullock and Leeney, 2014). As van 
Steden and Mehlbaum (2019: 423) assert “police volunteers undeniably occupy a 
contested position within their forces because of occasionally tense relationships with 
paid colleagues and, as a result, institutional resistance”. This has become increasingly 
prominent in relation to the PSV, with a 2014 report by Unison (3, 8) referring to 
“volunteer mission creep” and expressing concern that some roles “look remarkably 
like established police staff posts” with PSVs being “quietly recruited” to replace job 
cuts. A later report reiterated Unison’s (2018: 4) concerns about transparency, 
clarification, and the police service relying on volunteers and “developing an 
unsustainable and unrealistic vision of volunteering, which may expose the public to 
risk”. In their study of volunteer PCSOs, Strudwick et al. (2017) also reported concerns 
about replacing paid positions. As Bullock (2017) highlights, volunteers should bring 
additionality to police services, rather than being central to or supplementing them; 
however, lines between roles conducted by paid staff and volunteers are arguably 
becoming blurred in places. Furthermore, although an attractive option during times 
of fiscal restraint, delivering effective volunteering programmes is not cost-free, 
requiring considerable infrastructure investment (Hucklesby and Corcoran, 2016; 
Wolf et al., 2016) – an issue returned to later in this chapter.  
 
So far, this chapter has considered individual features of the volunteer – their 
characteristics, motivations, and the contributions they make within their roles. 
However, formal volunteer activities are (usually) embedded within organisational 
settings and alongside other volunteers, paid staff, and clients, leading Hustinx et al. 
(2010: 425) to emphasise the importance of situating individual volunteer features “in 
a dynamic interplay with the broader social, structural, and cultural environment”. The 
next section turns to the organisational contexts within which volunteers give their 
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time, first considering volunteer experiences within organisations and the influence 
of these on volunteer satisfaction and longevity, and then exploring the infrastructure 
required to effectively involve volunteers.   
 
2.5. Experiences: Volunteers within Organisations and Alongside Others 
 
The motivations that bring individuals to volunteering, and the contributions they 
make whilst volunteering are influential on the dynamics of their volunteer experience 
(Clary et al., 1998). Furthermore, as outlined earlier in this chapter, the match 
between the experiences that a volunteer has within an organisation and their 
motivations for giving their time have direct consequences on their satisfaction and 
likelihood of continuing to volunteer (Omoto and Snyder, 1995; Clary and Snyder, 
1999; Davis et al., 2003). This section explores the importance of volunteer 
experiences more broadly (drawing on aspects of role identity theory), before turning 
to volunteers in policing to consider the experiences of unpaid individuals within an 
organisation where ‘outsiders’ – a group who arguably do not understand the nature 
of police work and present uncertainty in terms of who represents a threat – 
sometimes struggle to be recognised and acknowledged (Paoline, 2003; Cosgrove, 
2016).  
 
2.5.1. Volunteer Experiences: A Role Identity Perspective 
 
Role identity – the aspects of an individual’s self-image that they derive from the social 
categories to which they perceive themselves belonging – is an important source of 
self-identity, alongside that drawn from other sources, such as gender, age, or 
ethnicity (Tajfel and Turner, 1979: 40; van Ingen and Wilson, 2017). Marta et al. (2014: 
200) refer to role identities as “the self-definitions that individuals apply to their 
identities as a consequence of the structural role position they have”. Indeed, it is 
argued that role identity forms a critical feature in sociological theorising by, according 
to Callero (1985: 203), “providing a conceptual bridge linking the individual to the 
larger social structure”. Identities formed can be positive or negative depending on 
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the evaluations of those groups that contribute to an individuals’ self-identity (Laverie 
and McDonald, 2007) 
 
Identifying with the role they carry out can help individuals define themselves in 
relation to the organisation in which they work or volunteer. The more an individual 
conceives themselves in terms of their membership to a group, the more likely they 
are to act in accordance with group beliefs, norms, and values (van Knippenberg, 
2000). People begin to think of themselves as ‘the kind of person who volunteers’, 
acknowledging volunteering as an important part of who they are and integrating it 
within their self-concept (Callero, 1985; Chambre and Einholf, 2011). As identification 
develops, a sense of belonging to that organisation is formed: people start to see 
themselves as “integral to the collective and their fates intertwined” which can lead to 
increased pro-social behaviours (Tidwell, 2005: 451).  
 
Organisational identification has been highlighted as an antecedent to organisational 
commitment – an important factor in ongoing volunteering behaviour. As 
organisational identification increases, satisfaction with the organisation increases 
(Tidwell, 2005). Those high in organisational identification are more likely to continue 
to give their time, with role identity, according to Penner (2002: 463), “the direct and 
proximal cause” of sustained volunteerism, even after the initial commitment ends 
because the individual has assimilated the role of volunteer in to their sense of self 
(Chacón, et al., 2007; Chambre and Einholf, 2011). Indeed, Callero (1985) found that 
individuals with high blood donor role identity donated more often, while in their 
research with volunteers in the American Cancer Society, Grube and Piliavin (2000) 
found that role identity predicted hours worked, with those high in role identity giving 
the most time. Other studies (e.g., Thoits and Hewitt, 2001; Grönlund, 2011; Marta et 
al., 2014) have pointed to the connection between volunteering role identity, 
performance, commitment to the role and/or organisation, and intention to continue 
volunteering. Indeed, Laverie and McDonald (2007: 278) referred to role identity as 
“the single most important predictor of repeated behaviour”.  
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The extent to which a volunteer defines, understands and identifies with their role is 
influenced by organisational variables – most notably, experiences, perceptions or 
feelings about the way they are treated by the organisation, and the organisation’s 
reputation and personnel practices (Grube and Piliavin, 2000; Penner, 2002; Marta et 
al., 2014). Tangible items (e.g., long service badges, a volunteer polo shirt or some 
other form of volunteer identity recognition, training and development 
opportunities), together with non-tangible symbols of appreciation reminding 
volunteers of their role in the mission and success of the organisation, can help to 
create role identity (Tidwell, 2005; Laverie and McDonald, 2007). Indeed, according to 
van Ingen and Wilson (2017), it is the reflected appraisal and recognition from others 
in the organisation that is influential on identity related behaviour. As such, 
opportunities for volunteers to engage and positively interact with other volunteers, 
the paid workforce, and members of the community are an important factor in role 
identity. Grossman and Furano (1999: 210) argue that when professional staff spend 
time interacting with volunteers, the volunteers have better attendance and do a 
better job. These encounters provide cues to the volunteer about how they are 
performing and can expose them to validation for their role from significant others. 
This contributes to optimism, pride, and feeling an emotional connection to the cause 
of the organisation, helping to form identity. The greater the connection and 
attachment, the more important the identity becomes to the volunteers’ sense of self 
(Laverie and McDonald, 2007; van Ingen and Wilson, 2017).  
 
Role identity isn’t an instant process, taking time to develop; however, once 
established, can be a critical feature in maintaining long-term volunteer activity 
(Penner and Finkelstein, 1998). Indeed, volunteer experiences hold pivotal influence 
over likelihood of enduring involvement, with context and integration within the 
organization shown to be some of the most predictive variables (Omoto and Snyder, 
2002; Chambre and Einholf, 2011). Wisner et al. (2005) also highlighted the 
importance of integration alongside paid staff, together with personal, sincere and 
genuine recognition that is consistent with the volunteer’s motivation. However, 
while motivations – and fulfilment of these – can form an important factor in initial 
volunteering, this can take on lesser important as the volunteering journey 
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progresses, with organisational commitment and role identity respectively taking 
precedence in the medium, and then longer, term (Davis et al., 2003; Chacón, et al., 
2007; Laverie and McDonald, 2007). As Clark and Wilson (1961: 131) state:  
 
“‘at first, members may derive satisfaction from coming together for the 
purpose of achieving a stated end; later, they may derive equal or greater 
satisfaction from simply maintaining an organisation that provides them 
with office, prestige, power, sociability, income, or a sense of identity”.  
 
Understanding both initial and ongoing volunteering may require a framework that 
recognises, responds to, and fulfils volunteer motivations, and acknowledges the 
influence of experiences and identity formed throughout the process of volunteering 
(Penner and Finkelstein, 1998; Chacón, et al., 2007).  
 
2.5.2. Police Volunteer Experiences 
 
The more limited police volunteer literature echoes broader findings around role 
identity and the significance of volunteer experiences within the organisation. Bullock 
and Leeney (2014) and Whittle (2014) noted the importance of feeling accepted and 
integrated to Special Constables and the subsequent impact on satisfaction, while 
Callender et al. (2018b) highlighted the effect of recognition, appreciation and fair 
treatment, and management and supervision on Special Constable morale. As the role 
identity model outlines, opportunities for interaction, socialisation, and relationship 
building are an important part of feeling valued and integrated for volunteers in 
general; however, according to Zhao et al. (2012: 43), take on renewed importance in 
the field of policing and crime where volunteer tasks are often focused on the “dark 
side of social life” and a less positive set of immediate rewards (compared to those in 
schools, libraries or other community based organisations, for example) (Pepinsky, 
1989). 
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A number of police volunteer studies have also corroborated the importance of 
opportunities for volunteer engagement and positive interaction alongside the paid 
workforce highlighted as part of the role identity model. Van Steden and Mehlbaum 
(2019) report the positive influence of ‘belonging to’ and ‘being part of’ the police 
team on police volunteers’ satisfaction in their role. Increased exposure of police 
volunteers to the paid workforce allows them to demonstrate their contribution ‘first 
hand,’ which has been shown to encourage better understanding, improve likelihood 
of acceptance, and reduce the perceived threat that they are sometimes seen to pose 
by the paid workforce, with officers coming to see volunteers as a conventional part 
of the work environment over time (although this is often dependent on the volume 
and type of tasks that they undertake) (Paoline et al., 2000; Gravelle and Rogers, 
2009a; Phillips and Terrell-Orr, 2013; Bullock, 2014, 2017).  
 
However, studies of police volunteering have reported varied findings in terms of 
feelings of belonging and being part of the police service, often with a clear 
demarcation between individual and institutional experiences. The majority (86%) of 
respondents to a national survey of Special Constables and PSVs felt they had good 
relationships with the regular police officers they personally worked with; however, 
this reduced to 66 per cent when asked about relationships with other officers more 
generally (IPSCJ, 2016). Similarly, Special Constables in Bullock and Leeney’s study 
(2014) and volunteer PCSOs in Strudwick et al.’s. (2017) research often reported 
feeling valued and respected at an individual level – although did not feel that the role 
itself was similarly valued or respected. Special Constables in Gaston and Alexander’s 
(2001) study echoed these findings with 90 per cent of serving and 80 per cent of 
former volunteer officers feeling personally accepted within the police service. 
However, when depersonalised and asked about feelings of acceptance of the Special 
Constable role ‘in general’ over one-quarter (26%) of serving Special Constables and 
42 per cent of former Special Constables stated that they were either ‘not accepted' 
or were neutral in their views (i.e. ‘neither accepted nor unaccepted’). Respondents 
in van Steden and Mehlbaum’s (2019) Dutch study of police volunteers indicated that, 
while there were generally high levels of satisfaction with the working climate and the 
way they were treated by individual colleagues, there were more significant doubts 
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about the larger institutional context. Such disparity between feelings of acceptance 
at individual and institutional level points to the importance of spaces for interaction, 
relationship building, and reflection to volunteers feeling valued, integrated, and 
connected within the organisation and ultimately developing a sense of role identity 
(Zhao et al., 2012).  
 
Volunteers’ experiences within the police organisation were similarly mixed in terms 
of feelings of recognition. Around 70 per cent of Special Constables in Bullock and 
Leeney’s (2014) study felt fully integrated into their teams – which infers a number 
who do not feel integrated with implications, the authors argue, for the extent to 
which they feel valued. Callender et al. (2018b) assert that such experiences of 
recognition, appreciation, and support are critical to morale and should be closely 
fostered in order to achieve greater retention and longevity of Special Constables. 
Turning to the PSV role, respondents in Bullock’s (2017) study reported varied 
experiences within the police service, from managers claiming not to differentiate 
between their paid and unpaid workforce, to situations where PSVs were ignored, 
viewed as ‘only temps’, or a fluid resource that were not worth taking the time to get 
to know or value. This poses questions around the extent to which PSVS are integrated 
and accepted within the paid workforce, together with the “poor harmonisation 
between PSVs and other actors and teams within the organisation and confusion 
about their roles and position” (ibid: 353). The divide between volunteers and police 
officers was less apparent than anticipated in Millie’s (2018) study, with a sense from 
some PSVs that they worked with rather than for the organisation; however, as a rule, 
they still viewed themselves as supportive – in some cases, subservient – to officers. 
These studies point to diversity within police volunteer experiences. Clearly, some feel 
valued and recognised for the contribution they make, while others lack the 
opportunities for positive interaction and engagement that are shown to contribute 
to feelings of connection, attachment, and a sense of identity with the volunteer role 
(Laverie and McDonald, 2007; van Ingen and Wilson, 2017).  
 
However, from an organisational point of view, it may not be straightforward to 
involve volunteers in policing, or value and recognise them for the contribution they 
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make. Volunteers have opinions, can mobilise and make demands, or set unrealistic 
expectations that the police are unable to live up to, leaving them blamed for failures 
(Friedman, 1998; van Steden et al., 2011). Involving volunteers in policing can pose 
practical challenges (e.g., sourcing appropriate tasks and putting an adequate 
infrastructure in place to support and develop volunteers – features discussed later in 
this chapter) and may be misaligned culturally in an organisation that has traditionally 
separated itself from ‘outsiders’ (Paoline, 2003; Cosgrove, 2016). Indeed, members of 
the community – including the volunteer – may not be regarded as natural partners 
with the police and pose a direct challenge to a sense of ‘them and us’ (Myhill and 
Bradford, 2013). Van Steden et al. (2011: 446) suggest that police officers “tend to try 
to keep their distance from citizens” and, even where the public are involved, police 
are often sceptical about what they can achieve, doubtful about motivations for 
wanting to undertake the role for free, and frustrated with issues prioritised which 
may not fit with traditional policing roles (Millie and Bullock, 2012; Bullock and Leeney, 
2014). As such, police volunteering has lacked strategic leadership, and citizens who 
engage are often viewed as ‘troublesome’ (Friedman, 1998; Neuberger, 2009; Reiner, 
2010; Morgan, 2012; Myhill and Bradford, 2013; Unison, 2014).  
 
Such reluctance to embrace volunteers in policing has a long history, with Seth (1961, 
in Bullock and Leeney, 2014: 495) highlighting the majority view of regular officers at 
the start of the First World War that Special Constables were “more of a liability than 
an asset”. Although mostly undertaking paid roles12, PCSOs have also reported varied 
experiences of feeling integrated and valued within policing, with the role initially 
being met with scepticism and resistance from both the public and police (O’Neill, 
2014). Cosgrove (2016: 132) argues that PCSOs occupy “outsider status”, often only 
permitted to participate from the “side-lines”, thus allowing them to secure merely 
marginal or transitory membership to the dominant police culture, while O’Neill and 
Fyfe (2017: 2) refer to an ‘ongoing struggle’ for PSCOs to be accepted, requiring them 
to engage in a continuing “process of negotiating and proving their professional 
identity”. The recent introduction of the voluntary PCSO role has led to another layer 
 
12 A Volunteer PSCO (VPCSO) role was developed in Lincolnshire Constabulary in 2014.			
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of resistance, with paid PCSOs – those who have faced exclusion and isolation in their 
own role – refusing to mentor volunteer peers and questioning the effectiveness of 
this policing resource (Strudwick et al., 2017). Indeed, difficulties associated with 
recognising and valuing ‘others’ seem to be a recurring theme within a policing 
context.   
2.5.3. Police Culture and Volunteer Integration 
 
It could be argued that some of the challenges surrounding volunteer acceptance and 
integration in policing are linked to occupational culture – “a complex set of values 
and attitudes that define the normative social world of police” – characterised by 
uncertainty, danger, suspicion, social isolation and group loyalty (Reiner, 2010; 
Campeau, 2015: 671). These themes, often communicated through on-the-job 
socialisation, have been shown to exert considerable influence over the way officers 
think about and interact with the public – including volunteers (Loftus, 2010). Indeed, 
Westmarland (2016) argues that the ‘blue code’ of inclusivity, silence and trust often 
doesn’t extend beyond warranted officers, with ‘others’ – including the volunteer – 
posing a challenge to the status quo of control (Millie, 2018).  
 
Citizens who do intervene in policing – including those that do so through volunteering 
– are often dismissed as “simple-minded or politically motivated”, ‘know nothings’ and 
naive ‘civvies’ who do not understand the world of policing and the hostile and 
dangerous occupational environment that officers are routinely presented with 
(Waddington, 1999: 299; Herbert, 2006: 492). Furthermore, they present risk – as 
‘wannabe’ police officers who need guardianship for fear of them provoking trouble, 
‘desperate to help’ individuals that can overwhelm the police in volume and are 
difficult to steer, or culprits themselves, with unsavoury motivations for wanting to be 
involved (Löfstrand and Uhnoo, 2019). The police continue to depict themselves as 
instant problem solvers, with an unquestioned authority which is seen as sacrosanct, 
and the citizen subordinate to this (Paoline, 2003; Herbert, 2006; van Steden et al., 
2011;). This serves to further set the police apart from the public and ensure that 
policing “remains police property”, with cynical approaches to citizens serving to 
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sustain its “craft like manner” (Waddington, 1999; Johnston, 2003: 188; Manning, 
2008: 284). 
 
2.5.4. ‘Real’ Police Work 
 
Furthermore, working with the community (including those that give their time in a 
voluntary capacity) “runs counter to the masculinist crime fighter image” 
(Waddington, 1999; Herbert, 2001b: 56). This concept of ‘real police work’ is a 
recurring theme throughout literature on police culture and pluralisation, with tasks 
and roles that do not conform often strongly resisted or derided as such (Paoline et 
al., 2000; Herbert, 2001a; Jones, 2010 in Phillips, 2013). Officers in Loftus’s (2010: 5) 
study saw themselves “unequivocally as crime fighters” with incidents that failed to 
conform to this image, especially those which involve the community, seen as counter 
to this and afforded inferior status (Waddington, 1999; Herbert, 2001b). Studies with 
community facing PCSOs have commented on the challenges they face, with 
integration often dependent on their ability to contribute to enforcement and crime 
control and give a ‘believable performance’ of being competent and useful in order to 
mitigate scepticism and hostility (Cosgrove, 2016; O’Neill, 2017:27). PSVs may face 
similar challenges with their often desk based – sometimes hidden – roles, viewed as 
lower in the ‘crime fighting’ hierarchy, exposing the ‘soft’ side of policing at the 
expense of the ‘hard’, thrill seeking image which police culture has long depicted and 
which officers ‘hold tightly to’ (Phillips, 2013: 290) – despite, according to Waddington 
(1999: 299-300), this ‘crime fighter’ image being exaggerated and a ‘collective 
delusion’.  
 
Under these conditions, it is perhaps unsurprising that police volunteers have 
reported mixed experiences of being valued and integrated by, and within, the paid 
workforce. Indeed, such an environment is unlikely to be conducive to the 
organisational commitment and role identity that follows from feeling valued, 
recognised and integrated, and ultimately leads to medium and longer term longevity 
within the role (Davis et al., 2003; Chacón, et al., 2007; Laverie and McDonald, 2007). 
	 66	
Bullock and Leeney (2014: 499) advise caution in overstating the troubled relationship 
between the police service and volunteers, acknowledging that while negative 
attitudes do exist, there are positive relationships between many regular and 
volunteer officers. However, they point to two areas highlighted in research: 
perceptions of the competence of volunteers, likely connected to a police culture, that 
“fetishizes the appearance of efficiency and foregrounds the development of trust 
between officers over time in the context of the ‘danger’ they face within their day-to-
day activities” (which volunteers may not be part of); and the threat that volunteers 
pose to some officers who may be sceptical of their roles and the ‘cheaper alternative’ 
that they present in financially restrictive times. It is this context, Bullock and Leeney 
(2014: 499) argue, that has contributed to an ‘uneasy relationship’ between 
volunteers and the paid workforce, and one which calls for opportunities for them to 
work together to promote integration and acceptance. Creating such opportunities is, 
to some quite significant extent, influenced by the presence of an adequate 
infrastructure in place to support and develop volunteers within the organisation. It is 
to this matter that the next section turns.  
 
2.6. Infrastructure: Managing, Supporting and Developing Volunteers 
 
The infrastructure required to resource and operate a volunteer programme is sizable, 
including leadership, direction and vision for involving volunteers, an implementation 
framework, operating procedures and appropriate role descriptions, and an effective 
system of ‘on the ground’ delivery and support (Choudhury, 2010). Each of these have 
costs attached. Volunteers are not ‘free’ and considerable infrastructure is required 
to ensure that programmes are able to deliver the services they intend to (Hucklesby 
and Corcoran, 2016). Cordery et al. (2015) assert that the organisations that benefit 
most from volunteers are those with well-organised and resourced volunteer 
programmes. Indeed, it is the underpinning infrastructure that enables features 
shown in this chapter to be important in volunteering to be delivered (or not): 
motivations that are identified and understood; opportunities for volunteers to fulfil 
their motivations through meaningful contributions; and an environment where 
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volunteers feel recognised and appreciated, and regularly engage with paid members 
of staff. Each of these have been linked to volunteer satisfaction, organisational 
commitment, and increased likelihood that a volunteer will continue to give their 
time. Three themes emerge from the literature around volunteer programme 
infrastructure: leadership, investment, and tasking. This section explores each of these 
areas – first from a broader volunteer perspective, then turning to police volunteer 
programmes specifically.  
 
2.6.1. Volunteer Leadership  
The literature refers to two levels of volunteer leadership – strategic and ‘on the 
ground’. Turning first to strategic matters, securing ‘buy in’ from senior leaders in an 
organisation to embrace and deliver a volunteer programme, together with written 
policies to govern their involvement, is an important starting point (Brudney, 2000). 
Grossman and Furano (1999: 215) argue that organisations need initial buy in for 
volunteer programmes, together with a clear understanding of “how the volunteers 
will help it better achieve its missions”. While the importance of senior level 
commitment for involving volunteers is undisputed, numerous studies (e.g., Gill, 1986; 
Brudney and Kellough, 2000; Choudhury, 2010; Cordery et al., 2015) have highlighted 
‘on the ground’ paid management and co-ordination as perhaps the most crucial level 
of volunteer leadership. Indeed, proactive managers play a vital role in programme 
implementation, engagement, and communication, together with delivering a range 
of factors which have been identified as important to successful involvement of 
volunteers: job descriptions that clarify volunteer and paid staff roles, induction to 
and orientation within the organisation, training and development, schedule 
flexibility, reward and recognition, supporting integration with the paid workforce, 
and access to adequate resources  (Davis et al., 2003; Compact Code of Good Practice 
on Volunteering, 2005; Wisner et al., 2005; Cordery et al., 2015). Brudney (2000) 
highlighted the importance of a significant proportion of volunteer manager work 
time being devoted to coordinating and supervising volunteers, demonstrating a 
strong correlation between this and perceived benefits of using volunteers within an 
organisation. Utilising Hager and Brudney’s (2004, 2005) Net Benefits Index (NBI) to 
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measure the performance of volunteer programmes, Cordery et al.’s. (2015) study of 
two health non-profit organisations found that voluntary programmes that employed 
paid dedicated volunteer managers, adopted good volunteer management practices, 
and relied on volunteers for a substantial proportion of their service delivery, were 
most likely to perform well on the NBI. 
 
2.6.2. Investing in Volunteers 
 
Training and development have been shown to hold great value in the volunteering 
sphere, engaging individuals, signalling that they are valued, and helping them to 
integrate within, and build up commitment to, the organisation (Gill, 1986; Brudney, 
2000; Clamp, 2014). In their schools-based study, Grossman and Furano (1999: 270) 
pointed to the importance of orientation and training in making volunteers feel 
comfortable within the school culture and positively impacting on teacher views of 
whether volunteers were “interlopers or valuable assets”. Furthermore, volunteers in 
not-for-profit human service agencies in Jamison’s (2003) study were considerably 
more likely to state that they were unsatisfied with their volunteer experience if they 
had received no training, and significantly less likely to state that they were satisfied 
compared to those who had received training. The author points to the importance of 
training that goes beyond a volunteer being adequately skilled to carry out tasks. 
Indeed, training can provide orientation within the organisation, communicate the 
agency’s mission and the volunteer’s role within it, and bring together volunteers, 
both with each other and staff members. Despite this, Brudney and Kellough (2000) 
suggest that ongoing training and development is often notably underdeveloped for 
volunteers, with only 12 per cent of respondents in their study of volunteer 
involvement in US state government departments providing ongoing training and 
professional development for volunteers. Grossman and Furano (1999) also comment 
on the sparse training landscape for volunteers – going as far to argue that, in some 
organisations, training and development for volunteers is overlooked altogether.  
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Informal and formal reward and recognition – particularly that which is consistent 
with a volunteer’s motivations – are an important feature of volunteer involvement, 
signalling the value of the volunteer and their role within the organisation (Wisner et 
al., 2005). In their study of volunteer personnel in an Australian state-based 
emergency service provider, Rice and Fallon (2011) identified recognition as a key 
factor in volunteer satisfaction and intention to remain committed to the organisation 
in the longer term. Clark and Wilson (1961) argued that all organisations must provide 
tangible or intangible incentives to individuals in exchange for their contributions, 
whether in a paid or voluntary capacity. Indeed, rational choice theory suggests that 
individuals are unlikely to contribute unless they profit in return. In the absence of a 
salary, intangible rewards include having a stake in the organisations’ field of 
influence, social benefits, opportunities for interaction and feeling part of a 
community, status, fulfilment not received in other areas of life, and interpersonal 
reward and recognition of volunteering efforts (Clark and Wilson, 1961; Wilson, 2000). 
Wilson and Musick (1997: 709) referred to these as the “symbolic and expressive 
‘goods’ that articulate the organisations’ values” with people generally stopping 
volunteering because they feel that their efforts are unrecognised, that their skills and 
interests are not suitably matched to roles, or that they are not afforded enough 
autonomy to give their service as they wish (Wilson, 2000).  
 
2.6.3. Tasking Volunteers 
 
Engaging new volunteers in worthwhile organisational activities is an important focus 
for volunteer managers. Indeed, the “worst personnel mistake”, according to Penner 
(2002: 464) is to have no tasks for a new volunteer recruit. Jamison (2003) argues that 
even where volunteers have adequate supervision, good interpersonal relationships, 
and equitable treatment by paid staff – features that have been identified throughout 
the literature as important to the volunteer experience – if tasks are not challenging 
or fail to provide opportunities for development or growth, volunteer satisfaction will 
be lacking. 
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Creating small but ‘make a difference’ tasking opportunities can provide both 
volunteers and paid staff with an understanding of how volunteer roles contribute to 
the mission of the organisation (Grossman and Furano, 1999; Choudhury, 2010). 
Furthermore, roles that offer volunteers decision-making capacity and opportunities 
to consider the direction of the organisation can strengthen attachment, and 
commitment to the volunteer role and environment, and a sense of role identity 
(Grube and Piliavin, 2000; Laverie and McDonald, 2007). Wilson (2000: 223) argues 
that being able to view themselves as ‘the kind of person who helps others’ is 
sometimes more important to volunteers than receiving praise – perhaps pointing to 
reasons why people are often willing to volunteer for demanding or challenging roles, 
over the mundane or trivial. However, creating fulfilling volunteer opportunities and 
balancing these appropriately alongside paid positions can be problematic, 
particularly in an organisation where the paid workforce may be unaware of the 
presence of volunteers or how to involve them (Brudney, 2000; Cordery et al., 2015; 
Minoura, 2018). As Gill (1986: 352) argues “underworked but willing volunteers” can 
feel alienated and disillusioned and are “anathema to the agency cause”. 
 
2.6.4. Police Volunteer Leadership  
 
Reflecting broader volunteering contexts, leadership is a crucial element of involving 
volunteers in policing. This is recognised in the College of Policing PSV Action Plan 
(undated) which contains a leadership strand promoting the role of senior 
management in actively demonstrating support, embedding volunteers in force 
strategy, ensuring that officers understand and engage with volunteering, and 
providing training for officers and staff in managing and leading volunteers. At a more 
operational level, Callender et al. (2019) reported a strong association between 
factors relating to management, supervision, and PSV morale, while PSVs in Bullock’s 
(2017) study positioned their much-valued management team as essential to the 
operation of the volunteer programme. However, studies (e.g., Wilkins, 2008; Bullock, 
2017) have pointed to variance in the level of supervision, guidance and management 
for PSVs, with similar themes noted for Special Constables. Indeed, only around half 
	 71	
(55%) of Specials in Bullock and Leeney’s (2014) study agreed that they received 
sufficient support to conduct their current role, 45 per cent that they received regular 
supervision, and fewer than 30 per cent that they were provided with regular 
feedback on their performance. Whittle (2014) noted the importance of good 
volunteer management for Special Constables, arguing that poor management and 
tasking can lead to disengagement. 
 
2.6.5. Investing in Police Volunteers 
 
Poor or inadequate training, development, and support can feed perceptions that 
volunteers are ‘amateurs’, contributing to the low status sometimes afforded to them 
by members of the paid workforce, and presenting a risk to volunteers, the 
community, and the reputation of the organisation itself (particularly in frontline, 
operational services such as policing) (Gill, 1986; Bullock and Leeney, 2014; Dobrin et 
al., 2019). Despite this, only two-thirds (69%) of PSV respondents in Callender et al.’s. 
(2019) survey indicated that their initial training was enough to be effective when they 
began their volunteering role, while just over half (53%) agreed that they received 
sufficient ongoing training to remain effective in their role. PSVs in Bullock’s (2017) 
study also highlighted inconsistencies around availability of training and development 
(possibly due to limited hours of PSVs which do not correspond with training 
schedules), with some PSVs receiving little, if any support, and frustration at not 
getting feedback on their contribution – both of which can have implications for 
feeling valued. Similar findings have been noted for volunteer Special Constables. In 
Gaston and Alexander’s (2001) research with serving and former Special Constables, 
around a quarter of current volunteer officers were dissatisfied with the training they 
received, increasing to a third for those who had resigned.  
In their study of Special Constables, Bullock and Leeney (2014) argue that, in the 
absence of pay, efforts to make volunteers feel valued – including training, 
development, and recognition – take on greater significance. Indeed, results of 
Callender et al.’s (2018b) survey of Special Constables identified several key factors 
associated with morale including feeling recognised and appreciated for their service 
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and contribution, their perspectives on the adequacy of supervision and related 
personal and professional support and opportunities for feedback, and their 
perceptions of being treated fairly. However, again, police volunteers have reported 
mixed experiences here. For example, just over three-quarters (75%) of serving 
Special Constables in Gaston and Alexander’s (2001) study declared that they felt 
valued all or most of the time, dropping to 64 per cent for former Special Constables. 
Only half (50%) of Specials in Bullock and Leeney’s (2014) study agreed that they were 
personally valued by the police service, while almost 40 per cent surveyed in Whittle’s 
(2014) research did not feel valued, or only felt valued to an extent.  
Processes of training, recognising, and engaging volunteers have been shown to carry 
a broader role than simply skilling up an individual to carry out their role – developing 
feelings of connection between volunteers and the organisation (Callender et al., 
2019). These features play a part in establishing role identity, which has been shown 
to be a critical feature in maintaining long-term volunteer activity (Penner and 
Finkelstein, 1998). The findings from Gaston and Alexander’s (2001) work outlined 
earlier is a case in point here – with greater levels of dissatisfaction with training and 
lower agreement with statements around feeling valued noted from Specials who had 
resigned, compared to those currently still serving.    
2.6.6. Tasking Police Volunteers  
 
Identifying well-defined and meaningful tasks that fill time and expectations and, 
ideally, ‘speak to’ volunteer skills is an integral part of effectively involving volunteers 
in policing (Gill, 1986; Bullock, 2017). However, this often proves a difficult balance to 
strike. Volunteer managers in Bullock’s (2017) study spoke about the challenges they 
faced in avoiding PSVs from ‘twiddling their thumbs’, while also not overburdening 
them with tasks. Literature would suggest that the police service have often failed to 
successfully meet this challenge though, with the scales tipped towards the former – 
thumb twiddling – rather than volunteers having too many tasks.  
 
Indeed, feeling underused was an issue for PSVs in Millie’s (2019) study, while in a 
survey of PSVs, not being used or being under involved was one of the top reasons for 
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PSVs intending to leave their volunteering role (Callender et al., 2018a). Turning to 
Special Constables, Gaston and Alexander (2001) reported less than half (48%) of 
serving volunteer officers, and even fewer (39%) of those now resigned who thought 
that the police service used them effectively all or most of the time. In addition, 10 
per cent of serving and 16 per cent of former Special Constables stated that they were 
never or seldom deployed effectively. Feeling ‘well used’ as a volunteer is important. 
Studies of Special Constables suggest that those deployed in specialist or more 
responsible roles tend to derive greater satisfaction from their voluntary positions, 
remain for a longer period, and feel that the organisation perceive them as more of a 
‘professional’ (Bullock and Leeney, 2014; Wolf et al., 2016). Failing to utilise volunteers 
effectively can lead to lack of motivation and commitment of both volunteer and 
police service, poor co-ordination and acceptance of volunteers, and reputational risk 
for the police service (Bullock, 2017). 
 
2.6.7. Volunteer Programme Infrastructures: Realising Benefits and Avoiding 
Pitfalls 
 
An adequate infrastructure and careful programme design enable organisations – 
both police services and other sectors – to “realise the benefits and avoid the pitfalls 
of using volunteers” (Brudney, 2000: 219). Indeed, Brudney (2000) goes on to argue 
that programmes that are not allocated adequate resources cannot be expected to 
accomplish their goals and may bring additional strain to the paid workforce. Perhaps 
unsurprisingly, agencies with developed and properly resourced volunteering 
programmes are the most likely to reap benefits (Brudney and Kellough, 2000). 
Grossman and Furano (1999: 199) posit that: 
 
 “the effectiveness of volunteers depends critically on the support they 
receive from the programs in which they work… they cannot simply be 
turned loose and left to their own devices without training or supervision… 
Unless there is an infrastructure in place to support and direct their efforts, 
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they will remain at best ineffective or, worse, become disenchanted and 
withdraw, potentially damaging recipients of services in the process”.  
 
Indeed, failing to allocate adequate resources can be the downfall of volunteer 
programmes, leaving only ‘fervour’ – not just insufficient but ‘potentially treacherous’ 
according to Freedman (1992 in Grossman and Furano, 1999: 218).  
 
These themes have been reflected across the more limited pool of police volunteer 
literature. In their study of Special Constables, Gaston and Alexander (2001: 60) assert 
that “failing to manage this resource effectively not only constitutes a missed 
opportunity but may also lead to inefficiencies, increased costs and dysfunctional 
relationships between volunteers and members of the paid workforce”. Lack of 
adequate support, development, and integration of volunteers holds implications for 
how they are involved in policing. Creating an infrastructure that incorporates each of 
these elements demands resources and poses challenges in terms of balancing the 
required costs alongside the part time, possibly short-term, infrequent, or sporadic 
nature of volunteering. However, Bullock and Leeney (2014: 501) suggest that such a 
challenge is worthy of consideration, arguing that striking such a balance may hold the 
key to effective deployment of volunteers.  
 
2.7. Contributing to an Under Researched Field 
 
Although the focus of this study is police volunteers – or, more specifically, Police 
Support Volunteers – a dearth of literature in this area necessitated a somewhat 
broader search. Indeed, studies presented in this chapter have touched on fields of 
economics, management, and the social sciences, reflecting the multi-disciplinary 
nature of volunteering (Hustinx et al., 2010). There is much to be learnt from these 
studies, and comparison with the limited pool of literature exploring police volunteers 
(albeit with most focusing on Special Constables, rather the PSVs) reveals many 
similarities: the complexity of motivations and the importance of these being 
recognised and fulfilled by the volunteering role; the (sometimes unique) 
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contributions of volunteers and the interplay between these and volunteers’ 
motivations for giving their time; the value that volunteers place on experiences 
within the organisation – of feeling integrated and connected alongside paid members 
of staff and being recognised for their contribution; and the infrastructure required to 
effectively involve, support, and develop volunteers.   
 
However, there remains many ‘unknowns’ in relation to police volunteers – 
particularly PSVs. While the sizable volume of studies on volunteering more broadly 
and, to a lesser extent, volunteer Special Constables, offer useful and relevant insight, 
the absence of literature specific to PSVs leaves a notable void. Indeed, the limitations 
of the current evidence base points to considerable scope for additional research in 
this area. Why do PSVs give their time and do these motivations change as their 
volunteering ‘journey’ progresses? What contributions do PSVs make in a police 
environment that has struggled to find suitable tasks for volunteers (particularly those 
that are non-warranted)? What are PSVs’ experiences alongside a paid workforce that 
has a history of ‘exclusion’, even by the ‘excluded’ (e.g., PCSOs and police staff)? What 
resources are in place to adequately support and develop PSVs, particularly during 
times of fiscal restraint? While broader volunteering literature provides much in terms 
of ‘scene-setting’, the complex, often peculiar, nature of policing demands a separate 
and specific field of study. Millie (2018: 108) argues that the experiences and skills of 
PSVs “cannot be under estimated – and should not be underutilised”. However, a 
considerable paucity of research into PSVs leaves police organisations disadvantaged 
in terms of empirical studies or policy and practice guidance, with little evidence to 
draw upon to understand and capitalise on such skills and experience. Indeed, a richer 
knowledge base around PSV motivations, contributions, and experiences within police 
organisations, and the meaning they attach to these, is greatly needed (van Steden et 
al., 2011; Randol and Gaffney, 2014).  
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2.8. Chapter Summary and Conclusion  
 
This chapter has explored concepts of volunteering – a complex phenomenon, 
spanning a broad range of activities, sectors, and organisation types. It has considered 
findings from previous studies exploring the demographics and characteristics of 
volunteers, their motivations for giving time, their contributions and experiences, and 
the infrastructure required to adequately support, manage, and develop volunteers. 
As section 2.7 outlined, a distinctly under developed evidence base on police 
volunteering (in particular, PSVs) has required this chapter to draw heavily on broader 
studies of volunteering. This has served to shine a light on the similarities between 
police volunteers and those giving time in other fields, for example, the interplay 
between self- and other- oriented motivations, and the foundations of successful 
volunteer programmes based on dedicated management and clear strategic direction, 
that seem to cut across volunteering spheres. However, this also highlighted some of 
the nuances of police volunteering – of tasking, involving, and recognising volunteers 
within a culturally distinct environment. This leaves a field that is ripe for further 
research – which, it is hoped, this study will make a significant contribution to – in 
order to expand the currently narrow evidence base around who volunteers as a PSV, 
their reasons for doing so, and their experiences while doing so. The next chapter 
considers the methods employed in this study to capture these views from PSVs, 
together with those who work alongside, and support and direct them within the 
police service.    
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3. Chapter Three: Research Design and Methods 
 
3.1. Introduction 
 
The research approach in this study was anchored around an ambition to explore the 
involvement and experiences of PSVs through the ‘voices’ of PSVs themselves. 
Therefore, designing an appropriate framework that captured and communicated 
volunteer experiences in their own words was a priority (Patton, 2002: 47). However, 
the under researched nature of PSVs (outlined in the previous two chapters) required 
data collection methods that lent themselves to both developing a broader 
understanding of the field and identifying themes, and rich description and 
opportunities to unpack and contextualise these within wider experiences of police 
volunteering. As such, the study adopted a mixed methods approach incorporating an 
online survey of PSVs featuring both open and closed items, and face-to-face semi-
structured interviews with PSVs, volunteer managers, and stakeholders with a role in 
setting the strategic direction of PSVs.  
 
This chapter outlines the research design of this study with a focus on sampling and 
recruitment methods for survey and interviews, an overview of participants, the 
analytical approach, and matters of ethics, confidentiality and access. A central theme 
running throughout this chapter is the study’s mixed methods approach and how a 
“flexible and iterative” two-stage data collection strategy, including an online survey 
and semi-structured interviews, was at the core of research design (Driscoll et al., 
2007: 21). Integration can take place at a number points in mixed methods research, 
with Moran-Ellis et al. (2006: 51) arguing that the greatest level of integration are in 
those studies “…in which the intermeshing occurs from conceptualisation onwards to 
the final reporting of the research”. Indeed, this study made attempts at ‘multiple 
stage mixing’ with the dual data collection tools of survey and interviews forming a 
key feature of sampling, recruitment, and analysis. The chapter sets out to justify the 
research instruments within this mixed methods approach as appropriate tools of 
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inquiry for exploring the subjects of interest in this PhD – the motivations, roles, and 
experiences of PSVs in the Metropolitan Police Service.  
 
3.2. Research Design 
 
The researcher is presented with a number of factors to balance when designing a 
research approach, including the aims of the study and available resources, together 
with a “palette of methods” with which to explore the subject (Mason, 2006: 14). 
These methods should be guided by the questions that drive the research which, 
according to Mason (2006: 18), can lead the researcher to a “repertoire of creative 
and mixed methods”. The purpose of this study is to understand the motivations of 
PSVs, their contribution to policing, and their experiences within the Metropolitan 
Police Service. Therefore, a qualitative approach yielding thick description and 
personal perspectives, and engaging the reader through the voices of the subjects of 
interest, seemed most appropriate (Patton, 2002).  
 
However, as an under researched area, it was important to capture data that offered 
a broader understanding of the field and the issues that affect PSVs to provide a 
contextual backdrop to the subject and guide for further exploration. As such, this 
study adopted a mixed methods approach: an online self-completion survey of MPS 
PSVs incorporating both quantitative and qualitative elements of inquiry to offer a 
resource effective opportunity to identify key issues, patterns, and headline themes 
from a large number of volunteers, and face-to-face semi-structured interviews to 
explore variables further, and provide description and deeper insight (Patton, 2002; 
Guest, 2012; Archibald et al., 2015). This section outlines the opportunities and 
challenges that a mixed method approach offers, and why such an approach was 
deemed appropriate in this study 
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3.2.1. Enhancing Understanding through a Mixed Methods Approach  
 
Mixed methods research refers to programmes of work that collect and analyse both 
quantitative and qualitative data in the context of a single study (Driscoll et al., 2007; 
Hesse-Biber, 2015). Denzin (2012: 82) reflects on mixing methods in social research as 
“an attempt to secure an in-depth understanding of the phenomenon in question”, 
with a combination of methodological practices offering a strategy that “adds rigor, 
breadth complexity, richness, and depth to any inquiry”. Indeed, mixed methods can 
offer fewer limitations than single methods alone – assuming that data is 
appropriately collected, integrated, and analysed – expanding the scope of studies, 
offsetting the weaknesses of individual approaches, and providing an opportunity to 
tap into different perspectives and aspects of behaviour to enrich understanding of 
lived realities through both macro and micro structures (Brannen, 1992; Moran-Ellis 
et al., 2006; Driscoll et al., 2007; Hammersley, 2008; Symonds and Gorard, 2010;). 
 
Mason (2006: 12) highlights the multi-dimensional nature of social phenomena – 
“lived, experienced and enacted simultaneously on macro and micro scales” – and how 
methods need to match this level of complexity. Indeed, qualitative data can often see 
things that are not possible in quantitative analysis, and vice versa. As Patton (2002: 
54) posits, a survey “captures and freezes a moment in time” (often on a considerably 
larger scale) while qualitative inquiry offers opportunities to explore “a fluid sense of 
development, movement, and change” (albeit lower in volume). Mixing elements of 
both quantitative and qualitative data gathering and analysis offers opportunities for 
deeper understanding of the “complexities and contexts of social experience, and for 
enhancing our capacities for social explanation and generalisation” (Mason, 2006: 10). 
 
The survey in this study included both open and closed variables; although was 
primarily quantitative in nature, consisting of largely closed ended questions. The data 
gathered using this method was insightful, setting the wider scene and generating 
understanding on prevalence and patterns from a sizable number of PSVs in a 
standardised and succinct manner, which was essential in order to highlight themes 
for further exploration (Patton, 2002; Guest, 2012). This is valuable in any study but 
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takes on renewed importance in one exploring an under researched area with few 
datasets (particularly at the start of the study) available for secondary analysis. 
However, the purpose of this study was to understand volunteering in the police 
service through the views and experiences of those involved. As Patton (2002: 14) 
states, this requires “both their numbers and their stories”, therefore the qualitative 
data collected in this study (derived largely through semi-structured interviews) was 
essential in order to gain a situated and contextual understanding, and explore 
concepts and categories in greater depth (Mason, 2006).  
 
Indeed, a survey can only ‘tap the surface’, often restricting the way in which 
respondents are able to share their views and experiences, with the topics covered 
and answer options given guided by the researchers’ presuppositions about the area 
of study. Furthermore, surveys limit the extent that the processes by which 
participants came to adopt certain values or behaviours can be understood (Patton, 
2002: 17). May (1997: 104-5) argues that “the myriad of differences in people's 
attitudes and the meanings which they confer on events can hardly be accommodated 
by compartmentalising them into fixed categories at one point in time”, with surveys 
sometimes presenting a “simplification of a complex social world”.  
 
The qualitative data collected in this study, added depth and meaning to quantitative 
survey findings. This allowed the fieldwork to enter in to respondents’ perspectives in 
more detail “…to gather their stories, probe answers in more detail, and seek reflective 
replies” (Glastonbury and MacKean, 1991; Patton, 2002: 20). Although presenting 
challenges in terms of generalisability, interviews are a key resource for understanding 
how people make sense of their social world (May, 1997; Patton, 2002: 341). Indeed, 
Lewis (2003: 58) asserts that interviews are the only way to collect data where it is 
important – as it was in this study – to understand the perspectives of research 
subjects within the context of personal history, experiences, and motivations.  
 
The mixed method mode of inquiry that was adopted in this study offered an 
important opportunity to triangulate data (Mason, 2006; Guest, 2012). Denzin (1978 
in Patton, 2002) identifies four types of triangulation: theory, investigator, method, 
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and data, with this study adopting the latter two (the process of integrating and 
triangulating data is explored in more detail later in this chapter). Triangulation allows 
the researcher to take “bearings on two landmarks in order to locate one’s position”, 
thus helping to reaffirm, explore and develop issues. Indeed, using different types of 
data within a study enables the researcher to explore the validity of data 
interpretations and shed light on different aspects of the subject of study 
(Hammersley, 2008: 24). Whether complementary or conflicting, the similarities and 
differences between datasets offer opportunity for deeper insights (Patton, 2002). In 
this study, survey findings provided a framework or structure for issues that were 
emerging as important to PSV respondents, while semi-structured interviews were an 
opportunity to unpack findings further. Driscoll et al. (2007: 26) suggest that mixed 
method research designs bring these ‘pragmatic advantages’ – offering statistical data 
to highlight themes and patterns, and qualitative data for deeper understanding. 
 
However, mixed methods approaches are not without their challenges, most notably 
in terms of reconciling different data and collection methods. There are often 
questions around the extent to which qualitative and quantitative methods, and 
resultant data, can be mixed without “violating paradigmatic assumptions of each” 
(Archibald et al., 2015: 7). Research methods have their own ontological and 
epistemological groundings, and the extent to which the ‘truth’ can be approximated 
merely by combining data from different methods should be approached with some 
caution (Moran-Ellis et al., 2006; Denzin, 2012). Indeed, Hammersley (2008) questions 
whether combining data derived from different methods is legitimate simply on the 
basis that they are talking to the same people about the same issues (albeit in different 
ways).  
 
Analysis of mixed method datasets also presents some complexity. Moran-Ellis et al. 
(2006) highlight the challenges of integrating diverse data into a form of common 
analysis, while avoiding the loss of distinct characteristics of each. Furthermore, the 
weight that should be given to the different modes of inquiry is debated in mixed 
methods research with some suggestion that integration requires that different 
methods (or types of data) be given equal weight, while other arguments propose that 
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weight can vary throughout the research process (Moran Ellis et al., 2006; Symonds 
and Gorard, 2010). This study followed a ‘thread approach’ in which each individual 
set of data was analysed within the parameters of its own paradigm in order to identify 
key themes, then brought together in an exploratory framework to create a 
“constellation of findings which can be used to generate a multi-faceted picture of the 
phenomenon” (Moran-Ellis et al., 2006: 54). The weighting of each method varied 
throughout different parts of the study: when identifying themes (particularly across 
typologies), the larger sample size of the survey was imperative; however, when 
unpicking the ‘stories’ and experiences behind these themes, it was often the rich, 
qualitative data derived through semi-structured interviews that offered most value. 
This allowed for further exploration of matters that arose in closed ended questions 
in the survey, for example, issues of ‘feeling useful’ and ensuring an appropriate 
supply of tasks for PSVs – an unexpected survey theme that forms a central feature of 
analysis and discussion in Chapter Five of this thesis.    
 
Despite some reservations around ‘methodological pluralism’ (Moran Ellis et al., 2006: 
56), Hammersley (2008: 32) applauds the ‘spirit’ of mixed methods research as an 
approach which seeks to “undermine the tendency to assume that there are 
impermeable boundaries between the quantitative and the qualitative”. Indeed, 
Mason (2006) argues that the value of a mixed methods approach should be judged 
by the questions it allows the researcher to ask and answer. In this study, the 
identification of themes and patterns that the quantitative elements of the survey 
have enabled, together with the richness of qualitative responses within semi-
structured interviews and some freetext sections of the survey that have helped to 
‘unpack’ these patterns and themes further, have offered considerably greater insight 
in to the experiences of PSVs in the Metropolitan Police Service than either one of 
these methods alone. The process of mixing methods in this study – most notably 
when designing interview schedules, interview sampling, and during interpretation 
and analysis of data – are explored in more detail throughout this chapter.  
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3.3. Access, Ethics and Reflexivity Considerations 
 
3.3.1. Access 
 
Negotiating access to research participants (stakeholders, PSVs, and volunteer 
managers) was a crucial element to the success of this study. Johnson (1975, in Lee, 
1993) argues that gaining access is unpredictable as an understanding of the social 
organisation in which research participants are based is often required, making access 
increasingly more likely once the researcher is actually inside the research setting. 
These issues are particularly poignant when working within the parameters of this 
study’s primary research setting – the Metropolitan Police Service. In this sense, I had 
an advantage as an employee of a police related organisation (the Mayor’s Office for 
Policing and Crime (MOPAC)), with an academic and professional background in the 
field of policing. In addition, I am security cleared negating the need for any lengthy 
police checks and, acquired through work and study, have an understanding of 
acronyms, jargon, hierarchy, politics, and some of the nuances of policing in London 
(Labaree, 2002). Brannick and Coghlan (2007) argue that being close to the subject 
area can assist in researching it, allowing the researcher to use their experiential and 
theoretical knowledge to reframe understandings of situations.  
 
Initial access to the primary gatekeeper for this study – the Metropolitan Police 
Volunteer Programme Manager – was straightforward in terms of finding out who to 
contact and obtaining contact details. However, as I am not part of the Metropolitan 
Police Service and the subject matter does not form part of my MOPAC ‘day job’, 
access still necessitated negotiation and I was required to complete a research 
protocol (with the Met Volunteer Programme Manager as my ‘sponsor’) in order to 
obtain agreement from the MPS to conduct the research in the same way as any 
external researcher (see Appendix A). Even where access is granted, the way that it is 
negotiated on the ground remains a critical factor. This can be aided by clear 
information, details of how findings will be used, being flexible, and inviting the 
gatekeeper’s input where appropriate, with cooperation “likely to be easier if the 
	 84	
research objectives are seen as valuable and relevant by those involved” (Lewis, 2003: 
63). The Met Volunteer Programme Manager was aware of, supportive, and 
interested in the research goals of this study from the outset. The gatekeeper is often 
viewed as a static instrument in the research process – an individual who must be 
ingratiated in order to secure access to the desired research population. However, 
Crowhurst (2013: 464) advances this notion, emphasising the importance of 
gatekeepers as “social actors embedded, participating in, and influencing relations of 
power” and access being a “dynamic process that is shaped by transformative 
encounters between researchers, gatekeepers and participants”. Indeed, the 
gatekeeper contribution in this study moved beyond simply a point of entry to PSVs, 
contributing to survey development and pilot, providing access to data, disseminating 
the survey link to all PSVs in the MPS, and assisting with sampling and facilitating 
introductions for interviews with PSVs and volunteer managers. 
 
3.3.2. Ethics, Confidentiality, and Anonymity 
 
The study adhered to the University of Surrey’s research ethics procedures 
throughout. The study explores legitimate activity and non-sensitive issues, and 
requirements set out in the university’s research ethics checklist in the early stages of 
the work indicated that it did not meet the threshold to necessitate formal approval 
by the ethics board. However, consideration of ethical issues, and ensuring processes 
are in place to minimise the risk of negative impact on participants, are essential 
features of any research and, as such, formed a central plank of study design (France, 
2006; Munro, 2008). Furthermore, as McCosker et al. (2001) acknowledge, the 
sensitive nature of research may not always be apparent at the start, while, 
conversely, a presumed sensitive subject may not prove to be so. Indeed, ethics are 
an ongoing feature throughout the lifetime of a study and should not be treated as a 
separate, distinct, or ‘one off’ part of the research process (Hornsby-Smith, 1993; Sin, 
2005).  
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As the research was conducted with adult volunteers or employees within the MPS or 
other stakeholder organisations, it seemed reasonable to assume that participants 
were competent enough to understand what their involvement entailed and able to 
give their consent to take part, and/or have access to support in the organisation to 
help them with this. To facilitate informed consent it was vital that potential 
participants were provided with information about the study in clear, accessible 
language (France, 2006). Interview and survey consent forms were written in plain 
English, and concisely outlined details of the study, why the individual had been 
contacted, what their involvement would entail, and how data would be used, 
together with a clear explanation of the voluntary nature of participation and their 
right to withdraw consent (and have data destroyed) at any time (see Appendix B for 
copies of consent forms). 
 
In terms of practical data confidentiality and anonymity considerations, all data files 
were individually password protected and stored securely on a password protected 
laptop, and backed up on a password protected cloud storage facility and the Surrey 
University drive. Survey respondents were not required to give their name or contact 
details; however, where they chose to do so (to possibly take part in an interview at a 
later date), this information was saved separately from the full survey data. 
Interviewee transcripts were allocated an anonymous identifier and personal contact 
details stored separately in a password protected file. When presenting quotes 
throughout the thesis, survey respondents and interviewees were given a pseudonym, 
randomly generated via an online tool (www.name-generator.org.uk). Interviews 
were conducted in a location of the interviewee’s choice – usually the site of their 
volunteering or place of work (most often a police building). This significantly 
minimised health and safety issues and provided a convenient and secure place for 
interview, while also allowing data capture and interpretation within the actual social 
situation in which it was produced, offering further insight of not just what was said, 
but how and where, including ‘routine’ processes that the interviewee may not think 
to mention (May, 1997; Holstein and Gubrium, 2004).  
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Adopting a reflexive approach, considering how my data was collected, handled, 
stored, and interpreted, and my relationship with my gatekeeper and research 
participants, remained a paramount and continuous part of this study. I regularly kept 
in touch with the Met Volunteer Programme Manager throughout the study via emails 
and meetings, and sought their advice and input where appropriate. Crowhurst (2013: 
463) highlights the limitations of normative approaches to the research process where 
the “clearly defined stages of getting in the field, gaining access, collaboration and 
consent, and ‘dealing with ethics’ are viewed as administrative-like tasks to be sorted 
out before the ‘real’ research takes place”. Indeed, this sterile and systemised 
approach to research practice rarely reflects reality.  
 
According to Clark (2008), studying under researched groups, such as police 
volunteers, comes with additional responsibilities as if the research group do not 
perceive that their involvement had any impact, or see feedback or outcomes, they 
may become disillusioned with future participation. This can also damage 
relationships with gatekeepers. Feeding back results to participants and gatekeepers 
is an important part of the research process. It is intended that study results will be 
shared with participants via a one-page poster-style infographic, communicating key 
findings through an engaging, visual display. This will be emailed to PSVs via the 
central volunteer programme management team, and/or placed on the Met 
Volunteer intranet pages. Following conversations with policy colleagues in MOPAC 
who hold responsibility for overseeing workforce development in the MPS, there are 
also plans to table findings from my completed research at a senior level MPS board 
to include in discussions around forthcoming volunteer and community engagement 
strategies.  
 
3.3.3. Reflexivity and Researcher Identity   
 
The researcher brings multiple identities to the research setting, which can shape the 
way they collect and understand data (Beoky-Betts, 1994 in Labaree, 2002; Crowhurst, 
2013). This is true throughout research encounters, perhaps particularly so in 
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qualitative inquiry where the researcher is the main ‘tool’ of research and the quality 
of the study relies on their skill, competence, and rigour (Patton, 2002; Legard et al., 
2003). Indeed, Holstein and Gubrium (2004: 141) argue that interview respondents 
are “not so much repositories of knowledge – treasures of information awaiting 
excavation – as they are constructors of knowledge in association with interviewers”. 
Understanding (or at least being aware) of their identity and influence becomes even 
more important when considering the researcher’s position as an “active maker of 
meaning” in this context (Legard et al., 2003; Holstein and Gubrium, 2004: 141; 
Crowhurst, 2013). 
 
I arguably held two ‘professional’ identities in this study (in addition to those related 
to my personal appearance, demographics, and characteristics): a definite ‘outside 
outsider’ – an academic from the University of Surrey not employed or commissioned 
in any way by the police or governmental body, and a partial ‘inside outsider’ – a non-
police officer with an official role in a related body (i.e., MOPAC) (Reiner, 2000). My 
role within MOPAC raised some interesting considerations. I was not an employee of 
the organisation that I was researching (the Metropolitan Police Service) or involved 
in the Met Volunteer Programme in any way; however, I was linked to an external 
body involved in oversight and strategic direction of the police service – an 
organisation that may be viewed with suspicion and uncertainty by the MPS, 
particularly during times of budget reductions. With this dual identity it was even 
more imperative that I adopted a reflexive approach throughout my study, remaining 
conscious of my subjectivities and understanding of the social world, and actively 
questioning my familiarity with the organisation (Labaree, 2002).  
  
I was upfront with participants about my academic and professional background 
during introductions and recruitment; however, made clear that my research was 
related to my PhD only – not my MOPAC role. Being an ‘insider’ (a very partial one, as 
the case was in this study) gives no guarantee of access or the establishment of trust 
and rapport with gatekeepers and respondents (Labaree, 2002; Brannick and Coghlan, 
2007). Initially I was concerned that my ‘partial insider’ position may have been a 
barrier for recruitment – for stakeholders and senior officers and staff, more so than 
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PSVs – however, this did not appear to be the case. It was uncertain how participants 
perceived me, or which of my identities they prioritised. This may have differed 
depending on how familiar participants were with MOPAC. From experience, the role 
of the organisation often requires explanation to police officers, civil servants, and 
other ‘informed’ parties, therefore it was perhaps likely that I was viewed as a PhD 
student first and foremost – a position that many people are familiar with. 
 
3.4. PSV Survey 
 
3.4.1. Designing the Survey 
 
The overall design of the PSV survey in this study was informed by the early literature 
review, findings from stakeholder interviews (discussed in more detail below), 
methods used by other researchers in the field, and questions in previous relevant 
surveys. For example, the survey drew upon the MPS Public Attitude Survey (PAS) for 
questions around public confidence, and the MPS staff survey for inspiration in terms 
of attitudinal statements. The UK Data Service Question Bank (in particular those from 
the Government’s Life Opportunities Survey) was used to develop some of the 
demographic questions. As well as the advantages of using ‘tried and tested’ survey 
items, this approach offered an opportunity to contextualise survey findings alongside 
those from wider relevant studies. As analysis progressed this was not deemed 
necessary for the purposes of the current study; however, remains an option for any 
future exploration of the data.  
 
Designing survey questions that will be self-completed remotely is challenging – 
considerably more so than face-to-face methods in which the researcher is present 
and able to address any misinterpretations of questions as they arise, and provide 
further clarification to respondents. Survey questions offer ‘one chance only’ with no 
opportunity to explore or probe further. With this in mind, it is essential that the 
researcher carefully considers the style and content that will yield the most valuable 
information, with questions structured and focused in a way that the target 
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population will understand and have the knowledge to answer (Newell, 1993; May, 
1997). De Vaus (2002) suggests that surveys should group questions in to sections, 
commencing with factual ‘concrete’ items that are straightforward for the respondent 
to answer, before moving on to more abstract, opinion-based issues.   
 
The survey included 27 questions in total (excluding the demographic ‘about you’ 
section), some of which were divided into sub-sections. Questions were a mixture of 
closed and open-ended, and explored respondent attributes, behaviours, attitudes, 
opinions, and beliefs (Newell, 1993) structured around four areas: volunteer role; 
relationships with police officers, staff, and other Met Volunteers; policing more 
generally; and, the future of volunteering in the MPS. The survey started by gathering 
factual information around respondent roles (e.g., title, brief description, location, 
length of time in role) and how they found out about volunteering with the MPS, 
before moving on to more attitude and opinion-based questions including motivations 
for initially becoming and continuing to be a Met Volunteer, views of the police before 
and after volunteering, and volunteering plans going forward. A list of all survey 
questions and response options are included in Appendix C.  
 
A number of survey questions used a Likert scale in which respondents indicated the 
extent to which they agreed or disagreed with a series of statements around their Met 
Volunteer tasks, supervision and support, general feelings about their role, being part 
of a team, being involved, and being valued. In his study of American police 
supervisors’ views on the use of volunteers in policing, Phillips (2013) used a series of 
statements to explore respondent attitudes to community policing, use of volunteers, 
and the concept of police work generally. Drawing on his findings, the author 
recommended that future studies adopt a less ‘global’ and more specific approach to 
the use of attitude items. This survey incorporated a mixture of wider opinion-based 
statements (e.g. ‘there is a positive atmosphere where I volunteer’ and ‘I feel like my 
role is worthwhile’), together with more specific items (e.g. ‘I received an induction’ 
and ‘I am not given enough tasks to do’).  
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Alongside closed questions collecting quantitative data, the survey included 12 open-
ended questions exploring the contribution that volunteers feel they make to the 
MPS, views on what the MPS is trying to achieve through their volunteering 
programme, opinions on what has or may change in the future due to budget 
reductions, positives and negatives of being a Met Volunteer, views on what (if 
anything) would make volunteering more beneficial to the volunteer and the MPS, 
and a space at the end of each survey section for respondents to add any further 
comments. Open-ended survey questions represent the most basic form of qualitative 
data collection, enabling the researcher to capture respondents’ points of view 
without predetermined response options (Patton, 2002: 21). Indeed, although still 
loosely defined by the survey, the open-ended questions gave respondents the 
opportunity to highlight their own issues and, as Lofland (1971: 7 in Patton, 2002: 21) 
states, “to capture participants in their own terms” by learning “their categories.... of 
raw reality”. Driscoll et al. (2007: 26) suggest that the opportunity to provide 
additional qualitative information after closed-ended questions can offer valuable 
data that serves to augment structured responses. Indeed, some of the freetext 
comments made throughout the survey were insightful and have been included in 
findings chapters to develop the ‘story’ presented through patterns and themes in the 
quantitative data.  
 
The final section of the survey asked respondents to provide demographic 
information, with a ‘rather not say’ category on all questions allowing them to opt out 
if they preferred. In addition to information on age, gender, ethnicity and religion, this 
section of the survey also included items on work status, education level, and wider 
experiences of volunteering – factors that have been linked to propensity to volunteer 
and participate in policing and community safety programmes. Analysis drew on these 
variables when exploring PSV behaviours and attitudes, and constructing motivation 
and role typologies (discussed later in the chapter). This helped to develop insightful 
findings around the type of person who volunteers, their reasons for doing so, and 
their experiences as a PSV.  
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3.4.2. Disseminating the Survey  
 
The survey was created online with a link emailed to potential respondents. Online 
survey methods present a number of benefits including reduced costs, ease of access 
to a large number of participants, and automatically inputted ‘ready to analyse’ data 
(Hine, 2000; Fricker and Schonlau, 2002; Wright, 2005). Furthermore, with a large 
proportion of people in the developed world facilitating many parts of their life online 
(e.g. job applications, holiday reservations etc.), Tourangeau et al. (2013: 2) highlight 
how participants can “rely on familiar routines and conventions when completing 
questionnaires this way”. A key disadvantage of online survey methods is that it only 
captures the views of those who have access to and are able to use the internet 
(Coomber, 1997; Illingworth, 2001; Wright, 2005). The fact that all Met Volunteers 
have an MPS email address and access to a computer went some way to limiting the 
negative impact of this, although it is still not possible to guarantee that all of the 
target population were able to complete an online survey. Word versions (either 
paper or electronic) of the survey were available on request, which generated two 
requests (one paper and one electronic). 
 
The survey was piloted in February 2015 with members of the target population: five 
PSVs identified by the Met Volunteer Programme Manager and a colleague of the 
researcher who was working on a project alongside PSVs. Pilot participants gave 
feedback on the length of the survey (slightly too long) and commented that the 
section around views on policing, collective efficacy, and concerns about crime 
(initially included in the main body) disrupted the focus and ‘flow’ of the survey. In 
response, the survey was considerably scaled back with some questions deleted or 
collapsed, and the section around collective efficacy moved to the ‘about you’ section 
at the end of the survey. The MPS were not able to release a list of all PSVs’ contact 
details externally, therefore the Met Volunteer Programme Manager emailed the 
survey link (with offer of a paper copy on request) to all Met Volunteers on behalf of 
the researcher in April 2015, with a second reminder invitation the following month. 
All volunteers have a Metropolitan Police email account and access to the internet, 
therefore, in theory, each had an equal chance of being part of the sample; however, 
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it was likely that volunteers who regularly accessed their email accounts and those in 
desk based roles (thus having the required ‘tools at hand’) were perhaps more 
compelled to complete the survey (May, 1997). A request was also sent to individual 
Met Volunteer Managers to forward the request on to PSVs’ personal email accounts 
(where available and where PSVs had agreed for their volunteer managers to contact 
them in this way) to reach those volunteers who preferred this method of 
communication. The survey did not include a close date, with the hope that this would 
maximise responses. By the autumn of 2015 responses had slowed considerably and 
a decision was taken to extract data to begin the first stages of survey analysis in order 
to prepare for the next phase of fieldwork – PSV interviews. The final PSV survey 
response was received on 18th November 2015.  
 
3.4.3. Survey Data Collected  
 
The survey received 140 responses: 139 submitted online, with the remaining one a 
paper completion. This represented 13 per cent of total PSVs in the Metropolitan 
Police Service around that time (n=1,047, data to February 2016). Almost half (48%, 
n=63/132) of the survey sample were in roles defined as community engagement or 
focused in nature (e.g., front counter/reception services, quality of service calls to 
victims) followed by almost a third (29%, n=38/132) in administration roles. When 
aggregated up, over half (58%, n=76/132) of these roles were operational in nature, 
with the remainder classified as ‘non-operational’. In terms of PSV ‘service’, over half 
(57%, n=70/122) of survey respondents had volunteered for three years or more, and 
half (50%, n=61/122) gave on average more than 20 hours per month to their role. 
Turning to personal demographics, the survey attracted a notably older, female, white 
cohort of PSV respondents with almost half (48%, n=56/117) aged 65 years or older, 
almost two-thirds (61%, n=70/115) female, and the majority (83%, n=96/115) defining 
their ethnic group as White (British n=86, any other white background n=9; Irish n=1), 
with the remainder Black or Black British (Caribbean n=6; African n=4), Asian or Asian 
British (Indian n=2; any other Asian background n=2; Pakistani n=1; Bangladeshi n=1) 
or mixed ethnicity (any other mixed background n=2; white and Asian n=1). Over a 
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third (37%, n=42/113) of respondents were educated to degree level or equivalent. 
Given the older age profile of the survey cohort, it was unsurprising that the largest 
category of ‘work status’ responses were ‘retired’ (58%, n=67/115).   
 
Available data for all PSVs in the MPS at the time of fieldwork pointed to comparable 
proportions overall in terms of gender and length of time in role; however, a slight 
over representation of white PSVs, and those aged 65 years and over in the survey 
sample (albeit in line with previous studies (e.g., Britton et al., 2018; Millie, 2018, 
2019) which consistently report an older PSV profile, particularly when compared to 
Special Constables). While it is not possible to ascertain the extent to which the sample 
was representative of broader PSV experiences (nor, of course, the views of PSV 
‘leavers’ which may differ considerably from those who have chosen to remain), the 
data presents useful insights in to the experiences of some PSVs – an important 
addition to a currently under researched space. Aggregate tables outlining PSV survey 
respondent demographics and roles (together with comparable MPS data where 
available) are included in Appendix D.  
 
3.5. Semi-Structured Interviews  
 
Thirty-three semi-structured face-to-face interviews were conducted as part of this 
study across three groups: PSVs in the Metropolitan Police Service (20); volunteer 
managers in the Metropolitan Police Service (five); and key stakeholders representing 
roles and/or organisations involved in setting the strategic direction of PSVs or 
volunteers more broadly (eight interviews – four of which were conducted with one 
individual on four separate occasions, with the remaining four one off interview 
encounters. In two of these interviews, two stakeholders were present equating to 
seven individual stakeholders in total). Including both PSVs and those that are 
responsible for their direction and management within the fieldwork opened up 
opportunities to gain insight on the aims of this study from both an individual and 
organisational perspective. The semi-structured nature of these interviews ensured a 
level of consistency to allow for comparison (with each other and survey results) and 
opportunities to draw together key themes; however, was flexible enough to allow 
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interview conversations to be responsive to issues as they emerged. Interviewing 
techniques (e.g., structured, semi-structured, unstructured) are often not mutually 
exclusive and it is possible – indeed sometimes necessary – to combine approaches 
allowing the flexibility for respondents to answer in their own terms and for the 
researcher to seek clarification and elaboration within a general framework (May, 
1997; Arthur and Nazroo, 2003; Legard et al., 2003; Lewis, 2003). Fielding (1993: 138) 
asserts that interview questions should be as open ended as possible “in order to gain 
spontaneous information about attitudes and actions, rather than a rehearsed 
position”, encouraging interviewees to share underlying views rather than simply 
seeking straightforward factual answers (which could be obtained in a survey).  
 
3.5.1. Designing the Interview Schedule through a Mixed Methods Approach 
 
The process of ‘methods mixing’ took place primarily during three phases in this study: 
informing content and design of both survey and interview schedules; sampling for 
PSV interviews; and, guiding analysis. Data collection via surveys and interviews took 
place both simultaneously and sequentially during different periods of the fieldwork 
(see timeline in Appendix E) (Guest, 2012). Stakeholder interviews were conducted in 
the early stages of fieldwork, between October 2014 and July 2016, with the interview 
schedule informed by literature and early discussions with the Metropolitan Police 
Service Volunteer Programme Manager. Findings from these interviews informed the 
content of the online PSV survey, which was designed between January and April 
2015. Stakeholder interview findings and results from the online survey (together with 
two pilot interviews conducted in March 2016) then informed development of the PSV 
and volunteer manager interview schedules, guiding these interviews which took 
place between January and September 2017.  
 
Mixing methods from the outset of fieldwork and using early stakeholder interview 
findings to inform survey design, and then survey results to subsequently inform the 
agenda for the next phase of interviews allowed this study to take a considerably more 
enlightened approach during interview encounters with PSVs and volunteer 
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managers. As Legard et al. (2003) highlight, researchers need to establish their 
credibility in interviews by asking questions, which are seen as meaningful and based 
on an understanding of the subject. The survey in this study made this possible, 
essentially ‘identifying the agenda’ – issues of interest and importance to PSVs – while 
the face-to-face, semi-structured interviews provided a vital platform to unpack these 
issues further. 
 
An interview schedule was prepared for each interview cohort (PSVs, volunteer 
managers, and stakeholders) with topics arranged thematically under a selection of 
broad headings. The PSV interview schedule explored: personal background; 
motivations for volunteering; role and contribution; experiences of supervision and 
support; relationships with others (officers, staff) and views on policing; satisfaction 
with role; and the PSVs’ plans for the future in relation to volunteering. There were 
some similarities between the stakeholder and volunteer manager interview schedule 
with each encompassing the following areas: background and role; understanding the 
place of PSVs in the organisation (role, tasks, contribution, support/infrastructure 
available), relationships between PSVs and officers and staff; external issues (unions, 
impact of austerity); and final points around factors that need to be in place in order 
to involve volunteers, successes and challenges for PSV programmes, and looking to 
the future. In interviews with volunteer managers there was also a focus on desirable 
skills or qualities that potential PSVs bring, recruitment processes, volunteer 
motivations, and more practical points around the day to day realities of managing, 
supporting, and supervising PSVs ‘on the ground’. Interviewees were also given a self-
completion sheet at the end of the discussion, which included questions related to 
personal demographics, activities outside of volunteering (e.g., working, retired, 
student), education levels, borough of residence and volunteering (these questions 
were for PSVs only), and length of time as a volunteer/member of staff. See Appendix 
F for copies of interview schedules and the self-completion sheet.   
 
The interview schedule was worded as a specific set of clear questions to minimise the 
risk of misunderstanding or misdirection; however, was approached flexibly with 
questions used as prompts, rather than an exact script, to encourage a responsive and 
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active interview style (Arthur and Nazroo, 2003; Holstein and Gubrium, 2004). 
Interviews started by establishing an understanding of the participant’s role, 
background, and experience in the field of volunteering (either as a paid member of 
staff organising and directing volunteering activity, or a volunteer themselves), before 
moving on to opinion-based questions. As Patton (2002) highlights, feelings and views 
are more grounded if the interviewee first positions himself or herself in the activity 
or experience in question. The schedule directed the conversation in a chronological 
manner, asking interviewees about their past, their views, experiences and opinions 
of the present, then finishing with a discussion of the future. A final question in the 
interview schedule was around the key successes and challenges for the PSV 
programme (again – either as a ‘planner’ or ‘deliverer’ of volunteer services, or a 
volunteer themself). Arthur and Nazroo (2003) suggest this is a useful way to close 
interviews, enabling participants to provide an overview of the conversation and an 
indication of the value they attach to different factors discussed throughout. 
 
The survey conducted as part of this study was disseminated to all PSVs in the MPS, 
negating the requirement to select ‘invitees’; however, with only a limited number 
planned across each target group, interviews required a specific sampling approach – 
one that differed across the three cohort of participants: stakeholders, volunteer 
managers, and PSVs. Kemper et al. (2003) assert that a combination of sampling 
strategies such as this can serve to strengthen research design. The following sections 
outline the interview sampling approaches, highlighting the influence of the study’s 
mixed method design as part of this process.  
 
3.5.2. Sampling for Stakeholder and Volunteer Manager Interviews 
 
A criterion or purposive based sampling method was utilised for stakeholder 
interviews, with participants selected because of their professional experience in the 
field which was “information rich and illuminative”, offering “useful manifestations 
about the phenomenon of interest”, (May, 1997; Patton, 2002: 40; Ritchie et al., 2003). 
Bullock (2017) adopted a similar approach in her study of the deployment and 
development of PSV programmes, sampling in a ‘purposeful’ fashion using key 
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informants who were knowledgeable about matters and could act as a proxy for 
others in the organisation. The stakeholders interviewed in this study spanned a range 
of sectors and roles, including warranted officers and police staff in the Metropolitan 
Police Service and other forces, civil servants from police-related government 
agencies, and charity bodies that represented the interests of volunteers more 
generally (i.e., not police specific).   
 
Volunteer manager interviews adopted a stratified random sampling approach in 
order to achieve a spread of interviewees across London. The 32 London boroughs 
covered by the Metropolitan Police Service were divided in to five groups (north, 
south, east, west, and central) to represent their geographical split. A random number 
generator used to identify one borough from each cohort and the volunteer manager 
from that borough invited for interview. Only one volunteer manager declined to take 
part and another borough was randomly selected and a new volunteer manager 
identified for invitation to interview. There was no particular theoretical standpoint 
behind the geographical sampling approach adopted for volunteer managers, other 
than that PSV interviewees represented a spread across each of the five borough 
groupings. As Kemper et al. (2003) highlight, sampling issues are inherently practical 
and must be negotiated in order to develop an approach that is ethical, feasible, and 
efficient.  
 
3.5.3. Sampling for PSV Interviews 
 
Interviews with PSVs adopted a stratified sampling approach with specific volunteer 
characteristics used to inform selection decisions. Findings from the online survey 
conducted as part of this study were influential in the PSV sampling process, with 
interviews presenting an opportunity to both gather the views of volunteers 
underrepresented in the survey compared to the MPS as a whole (in particular 
younger volunteers, and those with fewer years’ service), and explore themes 
highlighted in survey data in more depth. A sequential mixed method data collection 
strategy such as this supports an iterative approach to data collection, where data 
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collected in one phase contributes to collection in the next. This allows the researcher 
to gather data that builds upon findings in the earlier phase and to select participants 
that enable this (Driscoll et al., 2007). 
 
Interviews were sought across three PSV role types identified in the survey to explore 
potentially different motivations, contributions and experiences: administration; 
community engagement or customer focused roles (e.g., front counter/reception 
services, quality of service calls to victims); and roles with a more operational focus 
(e.g., cadet leaders, CCTV Visual Images Identification and Detection Office). Volume 
of interviews was weighted further towards the latter two (a target of eight interviews 
in each role type), rather than administration (four interviews), which was fairly well 
represented within the survey. Interview sampling also attempted to address the 
under representation of younger volunteers (under 54 years of age) and those who 
had volunteered for less than a year in the survey, compared to the MPS PSV cohort 
as a whole. 
 
In terms of sampling frames and selection methods, three options were available, with 
aspects of each – together with an additional snowball sampling method, which 
presented itself as the fieldwork progressed – incorporated in to the study:  
 
 
• PSV survey respondents: Just under half (42%, n=59/140) of survey 
respondents stated that they were happy to take part in an interview and 
provided their contact details. Approximately 17 individuals were ‘long listed’ 
as potential interviewees, on the basis of their role, age, and length of time 
volunteering, with seven ‘short listed’ for initial contact. As they had consented 
to sharing their personal details, these PSVs were contacted directly, with an 
introduction to the researcher, the study, and details of what their 
participation would entail (see Appendix G). Five interviewees were recruited 
via this method.  
• Random selection within Metropolitan Police Service HR records: Although not 
available directly to the researcher in ‘raw form’, the MPS provided a sanitised, 
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non-personalised version of HR data detailing individual PSVs, their role, 
borough of volunteering, and length of time as a PSV. This information was 
used to identify suitable interviewees (based on role type, age, and length of 
volunteering service) and carry out random selection (using an online random 
number generator tool) in order to select individual record identifiers, which 
were then passed to the Metropolitan Police Volunteer Programme Manager 
to be matched to personalised PSV data. In cases where the identified PSV was 
unsuitable – usually due to target age profile or ‘inactive’ volunteer status – 
the nearest record that met the same criteria was selected and so on, thus 
retaining the randomised nature of the method. Invitations to these PSVs were 
made via their borough volunteer manager who contacted them with full 
details of the study and secured their consent to pass their email address on 
to the researchers. Three interviewees were recruited via this method. 
• Targeted selection via the Metropolitan Police Volunteer Programme 
Manager: A targeted approach was taken to identify PSVs that performed 
more distinct or unique (usually operational) volunteering roles, as these were 
not obvious in HR data therefore could not be randomly selected. Contact with 
these PSVs was again made via the borough volunteer manager as above. Eight 
interviewees were recruited via this method. 
• Snowballing: Four interviewees were recruited through a snowball sampling 
method – two via a PSV interviewee, and two who expressed an interest in the 
study during a police station visit to interview a volunteer manager. This was 
unexpected; however, as two presented demographics of interest (i.e., 
younger volunteers) and the other two occupied roles that were, at the time, 
still lacking in the interview sample (i.e., administration) it was decided to 
capitalise on these opportunities. As Kemper et al. (2003) assert, sampling for 
social research sometimes forces pragmatic choices such as these.  
 
Each of the sampling approaches posed limitations: interviewing survey respondents 
essentially presented a ‘double dose’ of self-selection (i.e., volunteers chose to 
respond to the survey and then chose whether or not to provide their contact details); 
random identification within HR records may have masked particularly interesting and 
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unique volunteer stories amongst those not selected; while recruiting via the Met 
Police Volunteer Programme Manager was open to ‘cherry picking’ to reflect a chosen 
viewpoint. Combining elements of each approach went some way to negating 
limitations; however, it was important to acknowledge these caveats throughout 
fieldwork and analysis.  
 
The ‘administration’ of arranging interviews – contacting potential participants, 
introducing the study to them, securing consent, and negotiating a time and place for 
the interview to take place – was an ongoing process, starting in January 2017. An 
initial invitation was sent to selected PSVs with a follow up ‘chaser’ email 
approximately two weeks later. A small number of initially selected PSVs did not reply 
to the invitation. As Crowhurst (2013) argues, being granted access to potential 
research participants by a gatekeeper (in this study, the Met Police Volunteer 
Programme Manager) does not exclude negotiations at other stages of the research. 
Indeed, access is an ongoing practice with the potential respondent the ultimate 
‘decider’ of whether they take part or not. These ‘gaps’ in the sample were 
serendipitously filled (as is sometimes the case in social research) by the snowballing 
opportunities outlined earlier.   
 
3.5.4. Sample Size  
 
Although the study conducted only a limited number of interviews with each group of 
interest (five with volunteer managers, eight with stakeholders, and 20 with PSVs), 
Romney et al. (1986 in Guest et al., 2006) found that small samples can be sufficient 
in qualitative research if participants possess a degree of expertise about the domain 
of inquiry. This allows the researcher to achieve a point of saturation or diminishing 
returns where additional interviewees could not contribute further information. 
Indeed, in his study of PSVs in Lancashire Constabulary, Millie (2018) acknowledged 
the low volume of interviewees (as a proportion of all PSVs in the force); however, 
highlighted the valuable insights these provided in to the lived experiences of being a 
volunteer and debates concerning their roles. 
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The purpose of interviews in this study were to obtain rich detailed data, rather than 
identify incidence and prevalence of issues – with this type of data more adequately 
captured in the online survey conducted prior to interviews. As such, the precision 
and rigour of the interview sample was defined by its ability to represent salient 
characteristics and build upon themes identified through survey data. Indeed, in order 
to get the most out of qualitative interview data, sample sizes need to be manageable 
to do justice to analysis – although sizable enough to produce variance and diversity 
to explore a range of different factors (Ritchie et al., 2003: 81-82).  
 
3.5.5. Interview Data Collected 
 
Appendix H outlines details of PSVs, volunteer managers, and stakeholders who took 
part in this study. Almost half (n=9) of PSV interviewees were in community 
engagement or focused roles, followed by operational (n=7), and administration 
(n=4). Over half of these roles (n=12/20) were operational in nature when aggregated 
up, with the remainder non-operational. These profiles were similar to those of PSV 
survey respondents, as was the gender split of interviewees (over half (n=12/20) were 
female) and ethnicity (n=15/20 defined their ethnic group as White British (n=10) or 
other white background (n=5))13. A higher proportion of PSV interviewees were 
educated to degree level or equivalent compared to survey respondents (n=11/19 – 
one interviewee did not share these details). Despite attempts in the sampling process 
to access PSVs that were newer to the organisation, PSV interviewee ‘service levels’ 
were again slightly skewed towards longer term volunteers with almost two-thirds 
(n=13/20) volunteering for three years or more. The interview sample showed most 
contrast compared to the survey in terms of age – a factor guiding the sampling 
process. More than two-thirds of PSV interviewees (n=13/19) were under 65 years of 
age and, perhaps unsurprisingly, just a third of interviewees (n=6/19) were retired. 
 
 
13 Ethnic groups are omitted from the table in Appendix H to safeguard anonymity of interviewees.  
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In stakeholder and volunteer manager interviews there was an even split between 
male and female participants (six each), all ranging between the age categories of 35-
44 and 55-64 years. The majority (n=10/12) defined their ethnicity as White British, 
with the remaining two Black or Black British (Caribbean n=1, any other black 
background n=1).  With the exception of one stakeholder who was retired and in his 
role in a voluntary capacity, all volunteer managers worked full or part time. The 
majority (n=9/11 – one interviewee did not share these details) were educated to 
degree level or equivalent. Volunteer manager and stakeholder respondents had an 
average of 11 years’ service, ranging from two to 27 years (some interviewees gave 
their total time in the organisation, others the time they had spent in that specific 
role).   
 
3.6. Analytical Approach 
 
It is important to anticipate the process of data analysis at the initial research design 
stage, particularly when integrating multiple methods where each needs to offer 
mutually supportive – rather than solely distinct and individual – value (Mason, 2002). 
The mixed methods design of this study was influential in the analytical approach 
adopted, and formed a central feature in the formulation and interpretation of data, 
both supporting development of the ‘story’, and validating or corroborating findings. 
This section outlines the analytical approach in both the survey and interviews 
conducted as part of this study, including the process of extracting, cleansing, and 
coding data, and attempts to identify typologies and themes from each dataset. 
Finally, the section considers the approach to analysing datasets together in order to 
elicit richer insights in to the experiences of PSVs.   
 
3.6.1. Survey Analysis 
 
Survey responses were extracted from the online platform in SPSS format and basic 
frequency analysis conducted to establish a ‘sense’ of the data. During this data 
‘familiarisation’ phase, a number of variables were manipulated and recoded in order 
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to create a dataset that was more amenable for analysis. This ranged from basic, 
factual data manipulation (e.g., collapsing personal demographics, or volunteer 
‘behaviours’ such as length of time volunteering and average hours volunteered per 
month in to fewer – where possible, binary – categories), to more subjective recoding 
of freetext fields such as respondents’ perceptions of their contribution as a volunteer, 
or the positives and negatives of being a PSV in the MPS in to quantitative headline 
response categories.  
 
The diversity of responses to a series of Likert scale statements were explored during 
these early analysis stages in order to identify those which presented a more varied 
spread of data amongst often homogenous results. Given the smaller sample numbers 
when broken by variables, data are presented in tables, with ‘n’ numbers and 
proportions. Respondents were largely positive in terms of their extent of agreement 
to statements related to feelings around tasks, supervision and support, their role, 
being part of a team, being involved, and being valued; however, there was some 
variation, particularly to statements around being involved effectively, having enough 
to do, receiving feedback, having access to training and opportunities to develop, 
being involved in decision making, and feeling satisfied in their role. For some of these 
statements the less positive views were clear with a notably higher proportion of 
‘disagree’ responses; however, for others the variation was highlighted through 
elevated levels of ‘neither agree nor disagree’ responses and where these made up 20 
per cent or more of total responses, they were included for further analysis.  
 
Reasons why respondents opt for the middle ground option of ‘neither agree nor 
disagree’ within a survey are varied, with previous studies pointing to limited 
experience or knowledge on which to base their answers, a socially desirable method 
of expressing an undecided, uninformed, or negative opinion or, of course, the 
individual holding entirely neutral views (Krosnick et al., 2002; Sturgis et al., 2014; 
Nadler et al., 2015). The decision to use binary ‘agree/disagree’ – or a three-part 
response including ‘neither agree nor disagree’ – when analysing responses to these 
statements, together with possible reasons behind respondents choosing this, are 
explored in more detail within findings chapters.  
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3.6.2. Interview Analysis 
 
Interviews were recorded and transcribed verbatim, encouraging conversations to 
flow naturally without excessive note taking, and allowing information to be captured 
in a non-biased manner, free of initial researcher subjectivities. Transcribed interview 
notes avoid loss of any data, enabling all possible analytic uses (Fielding, 1993). 
Transcription is also a key part of the analysis process, where headline themes start 
to emerge. Listening to and transcribing the recording is a chance to reflect on the 
interview encounter – what is said by the participant and how – away from the 
pressures of maintaining conversation, covering the content of the schedule, and 
ensuring recording equipment is working as intended. Interviews were transcribed in 
a Word document and then transferred to NVivo qualitative data analysis computer 
software package. Transcripts were subject to a two-stage analysis process: primary 
coding in to headline themes (e.g., ‘PSV motivations’, ‘PSV contributions’) and then 
secondary coding in to sub-themes (e.g., ‘to make a difference in the community’, 
‘freeing up officer/staff time’). Echoing the survey analysis process, interview data 
were approached from a grounded theory stance, allowing categories and themes to 
emerge and guide the analysis, so that research participants – PSVs, volunteer 
managers, and stakeholders – had a pivotal role in ‘setting the agenda’ of the study 
(Patton, 2002).  
 
Analysing and coding largely unstructured data is a complex and time-consuming 
process, particularly when this forms part of a ‘basket’ of data including structured 
survey results (Driscoll et al., 2007: 25). Throughout coding and analysis of qualitative 
interview data, it was important to remain mindful of the themes identified in survey 
responses; although, approach these in an inquiring manner, curious of where they 
exhibited similarities and where they diverged, rather than in an attempt to ensure 
they fitted a particular ‘story to be told’. Sequential data collection – such as the PSV 
survey and later interviews within this study – offers additional capacity to provide 
insightful information on (perhaps unexpected) themes identified in the earlier stages 
of data collection; however, it is essential that, while necessarily interdependent they 
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retain their “paradigmatic modalities” (Moran Ellis et al., 2006: 56; Driscoll et al., 
2007). 
 
The semi-structured interviews in this study allowed for more multi-dimensional data 
collection, moving beyond the fixed pre-determined categories used in parts of the 
online survey, providing “insights into a host of interrelated conceptual themes or 
issues during analysis” (Driscoll et al., 2007: 25). While the considerably larger volume 
survey results offered useful data for identifying trends, the semi-structured 
interviews allowed for themes to be unpacked further – the content, the theoretical 
mechanisms that sit behind closed survey responses, and the complex variations that 
exist between different types of PSVs.  Interviewee quotes – the “raw data of 
qualitative enquiry” according to Patton (2002: 26) – form a central plank of the 
analysis and presentation of findings in this study, allowing the research participant 
(PSV, volunteer manager, or stakeholder) to essentially ‘narrate’ themes identified. 
Indeed, quotes contextualise data in its natural form, utilising the power of 
interviewees’ own language to “illuminate meaning” on their stories and offer insights 
into respondents’ “depth of emotion, the way they have organised their world, their 
thoughts about what is happening, their experiences, and their basic perceptions” 
(Patton, 2002: 21; Legard et al., 2003: 138).  
 
However, while datasets in this study were analysed for their different purposes – 
survey data to extract information around prevalence and patterns across a wider 
study sample, and in-depth interviews to provide explanation and rich context – 
neither were one-dimensional. Indeed, datasets were flexible with each offering 
potential for both ‘words and numbers’. Survey responses often generate rich 
comment and can be examined in a narrative way, and aspects of qualitative inquiry 
can be counted to reveal quantitative change (Symonds and Gorard, 2010: 7; Guest, 
2012). Driscoll et al. (2007: 20) refer to the process of transforming coded qualitative 
data into quantitative data as ‘quantitising’, and use ‘qualitising’ to describe the 
process of converting quantitative data to qualitative data. Both datasets in this study 
underwent degrees of ‘transformation’, with some chapters incorporating 
‘quantitised’ interview data (e.g., around motivations in Chapter Four) alongside 
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similar measures garnered from survey data, and freetext fields in the survey offering 
a number of insightful quotes that provided depth to closed ended responses.  
 
3.6.3. Identifying and Developing Data-Led PSV Typologies  
 
Thematic analysis, most notably responses to both closed and open ended survey and 
interview questions around volunteer role description, and reasons for initially 
becoming and continuing to be a PSV, informed the development of two typologies 
used to frame analysis throughout the findings chapters: motivations, with three 
categories of The Altruistic (those primarily motivated by a desire to make a positive 
difference and ‘give back’ to the police service or community), Social (those who 
volunteered as part of leisure or social pursuits, seeking enjoyment, excitement, or 
opportunities to meet and spend time with new people), and Career (those keen to 
pursue personal development goals to enhance their employability, either in the 
police service or other fields) and roles, with Operational (considered to be all roles 
that a police officer may have some involvement in conducting or supporting e.g., 
CCTV VIIDO, front counter/reception services, Volunteer Police Cadet staff) and Non-
Operational (those considered less likely to involve police officer support, and perhaps 
more likely carried out by police staff, exclusively volunteers, or not at all without the 
involvement of a volunteer e.g., administration, some non-operational special 
interest/other roles, quality call backs, and community led consultation or discussion 
panels) emerging as two prominent groups.  
 
These typologies (together with a selection of PSV behaviours and characteristics) 
were used as an analytical ‘lens’ through which to view both survey and interview data 
in findings chapters. The decision to incorporate motivations and roles as integral 
features within these analytical typologies was two-fold. On an ‘administrative’ level, 
the data to construct these typologies and assign PSV respondents accordingly were 
readily accessible across both survey and interview datasets. However, typology 
development was based on more than data availability. Indeed, both motivation and 
role type embody dimensions of the volunteer experience that individuals attach 
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importance to. The motivations of volunteers – and, crucially, the extent to which the 
organisation recognises and responds to these – together with the roles that they 
occupy and the contribution they feel able to make within these have been identified 
as significant enablers or inhibitors of sustained volunteerism (Omoto and Snyder, 
2002; Penner, 2002; Chambre and Einholf, 2011). The aim of this study was to explore 
the motivations, contributions, and experiences of PSVs. These typologies offered an 
opportunity to explore these factors through volunteers who were brought to the 
police service for different reasons, and who took part in different types of tasks and 
roles, to highlight contrast and similarity in terms of their experiences, satisfaction, 
and intention to continue to give their time.  
 
3.6.4. Acknowledging and Responding to Limitations in Analysis  
 
Early exploration of survey responses presented a rich and detailed dataset, 
incorporating the views of respondents across a spectrum of PSV roles and 
experiences; however, one that was fairly small scale (13% of the total number of PSVs 
in the MPS around the time of data capture), unrepresentative in parts compared to 
the demographic profile of MPS PSVs as a whole (particularly around age and 
ethnicity), and presented a frequently homogeneous picture in terms of respondent 
attitudes, with an inadequate pool of ‘counter views’ to provide insightful comparison. 
Some initial attempts were made to carry out Chi-Square analysis and binary logistic 
regression; however, small numbers – particularly when broken down by individual 
variables – together with homogeneity of responses within many variables, resulted 
in somewhat skewed outputs which required extensive caveats and ‘workarounds’. 
Although this process offered value in terms of data familiarisation and highlighting 
variables for recoding or collapsing in to binary categories, it was deemed more 
appropriate to limit survey analysis to frequencies and cross-tabulations. Although 
perhaps more exploratory and descriptive in nature, analysis in this manner was 
arguably more robust while still revealing insightful themes within the survey data.  
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3.7. ‘Absent Voices’ and other Study Limitations  
 
Both methods of inquiry adopted in this study – an online survey and face-to-face 
semi-structured interviews – pose limitations. Each represent a snapshot in time (not 
a longitudinal study of experience) which may reflect an encounter between 
participant and researcher rather than a value free “pipeline for transporting 
knowledge” (Fielding, 1993; Smithson, 2000; Holstein and Gubrium, 2004: 140; 
Rapley, 2004). Questions can be misinterpreted (especially in remote survey 
situations, such as the one adopted in this study, which offer limited opportunity to 
provide further clarification to respondents), while the “improvisational performance” 
in interviews, where knowledge is actively constructed and interpreted between 
interviewer and interviewee, can compound potential social desirability and 
interviewer bias (Holdstein and Gubrium, 2004: 152). Furthermore, the data reflect 
only the views and experiences of those who were invited and chose to take part, of 
whom in this study three cohorts were notably absent: police officers, PSVs in other 
constabularies outside of the Metropolitan Police Service, and those who have chosen 
not to continue volunteering as a PSV.  
 
Capturing the views of police officers was considered when formulating the research 
approach in this study; however, disregarded on both practical and methodological 
grounds. Disseminating a survey to all police officers in the MPS was logistically 
difficult and it was anticipated that the response rate would be low. Identifying police 
officers to interview also posed challenges; speaking only to officers who worked 
alongside volunteers may present a rather one-dimensional view, while essentially 
‘cold-calling’ those who had no experience with PSVs may offer somewhat 
uninformed and less useful data – neither of which was deemed particularly valuable 
and may have detracted from the PSV ‘voice’. The police officer ‘story’ here is 
undoubtedly important though – particularly at ‘street level’ where, according to 
Phillips (2013), most interaction with volunteers takes place – and it is hoped this will 
be explored in future studies.   
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Perhaps the most notable ‘absent voices’ were PSVs not factored in to the population 
from which respondents were sampled. The fieldwork for this study took place 
exclusively within one force – the Metropolitan Police Service – selected on the basis 
of a sizable cohort of PSVs to invite to take part in surveys and interviews 
(approximately 13% of all PSVs in England and Wales (n=1,047/8,106) in 201614) are 
based within the MPS), more straightforward access arrangements (as an employee 
of the Mayor’s Office for Policing and Crime with established contacts in the MPS – 
discussed in more detail earlier in this chapter), and geographical practicalities (that 
made fieldwork travel more convenient). It is possible that PSVs in other 
constabularies have different experiences to those captured from the MPS 
respondents included in this study, pointing to the need for future comparative 
research. Furthermore, this study only includes the views of those who have decided 
to continue to give their time as a PSV – those for whom volunteering has proved to 
be a positive (or, at least, not wholly negative) undertaking. Much could be revealed 
by PSV ‘leavers’, whose experiences may differ considerably from the individuals 
included in this study who have chosen to remain.  
 
While it cannot be assumed that findings from this study can be extrapolated to the 
wider PSV population (neither within the Metropolitan Police Service nor across other 
forces), the data captured present useful insights in to the experiences of one cohort 
of PSVs. Hammersley (2008: 32) challenges those who reject the idea of one reality 
which social research can understand, arguing that deciding to engage in social 
research of any kind in the first place “necessarily assumes that there is a single reality 
and that aspect of it can be known”. It is unlikely that this study represents a ‘single 
reality’ of being a PSV; however, it does reflect the realities of those PSVs who were 
invited, and chose to, take part – important stories to capture in order to develop a 
‘picture’ of police volunteering within a currently under researched space. 
 
 
14 Data provided by the MPS in February 2016 indicated that there were 1,047 active PSVs in the force at that time - slightly 
higher than during Britton et al.’s. 2016 benchmarking exercise (1,036). As the most comprehensive national data set available, 
the total number of PSVs (8,106) is taken from this source.  
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3.8. Chapter Summary and Conclusion 
 
This chapter has outlined the research approach adopted in this study, including 
sampling, recruitment, analysis, and access, confidentiality and ethical considerations. 
The chapter has paid particular attention to the mixed method nature of research 
design, reflecting the continuous feature of this throughout the research process, 
forming a central plank of sampling, recruitment, and analysis. This mixed method 
approach to data collection, capturing both the ‘numbers and stories’ of participants, 
was deemed the most suitable research tool in this study – one that sought to 
understand prevalence of issues facing a distinctly under researched group, while also 
attempting to unpack their experiences against the multifaceted and complex 
backdrop of policing (Patton, 2002: 14). 
 
The following chapters present analyses of findings captured in this study structured 
under four themes: PSV motivations; PSV contributions; PSV experiences within the 
police service; and, the infrastructure to support PSVs. The range of individuals and 
their experiences as volunteers in the Metropolitan Police Service included in these 
chapters extend far beyond a single, monolithic PSV ‘voice’. The typologies developed 
within this thesis – The Altruistic, Social, and Career PSV and The Operational and Non-
Operational PSV – go some way towards capturing this diversity of experience within 
the classifications created for this study. The multi-dimensional nature of volunteer 
motivations, contribution, and experiences reflected in this study emphasises the 
need for a mixed methods approach, one that Mason (2006) argues, matches the level 
of complexity in the lived experience of social phenomena.  
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4. Chapter Four: PSV Motivations for Volunteering with the 
Metropolitan Police Service  
 
4.1. Introduction  
 
Understanding and responding to volunteer motivations – both initial drivers and 
those that promote continuing commitment to a volunteer role – are important 
factors in effectively involving unpaid members of the workforce within the 
organisation (Gaston and Alexander, 2001; Wisner et al., 2005). Indeed, Shin and 
Kleiner (2003: 70) argue that recognising motivations is “crucial in the survival of 
volunteer programmes” particularly as volunteers rely on rewards specific to these 
motivations in the absence of monetary gain. Motivations for volunteering can be 
multiple, varied, diverse, and complex, influenced by a combination of cultural, social, 
individual, and organisational factors (Clary and Snyder, 1999; Grube and Piliavin, 
2000; Wilson, 2000). These motivations form not only a key component in 
encouraging people to initially volunteer, but also influence the dynamics of the 
course of their volunteering, commitment to the role, experiences while volunteering, 
and their decision to continue to do so (Clary et al., 1998).  
 
The extent to which the organisation chosen by the volunteer acknowledge and 
understand these motivation ‘stages’ has been recognised as influential in a 
volunteers’ decisions, behaviour, sense of satisfaction, and intention to continue to 
give their time (Omoto and Snyder, 1995; Clary and Snyder, 1999; Davis et al., 2003). 
With turnover of volunteers costly, time consuming, and potentially damaging to 
organisational reputation, there are clear gains to be made by organisations that 
attempt to recognise and respond to the motivations of those who choose to give 
their time (van Ingen and Wilson, 2017). However, while literature (e.g., Cnaan and 
Goldberg-Glen, 1991; Clary et al., 1998; Clary and Snyder, 1999) around volunteering 
in the broader sense has explored motivations and their effect on volunteer 
experience and service, the evidence base is markedly less developed in a policing 
context, particularly in relation to PSVs (some attempts have been made to 
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understand the motivations of Special Constables e.g., Bullock and Leeney, 2014; 
Callender et al., 2018b).  
 
This chapter seeks to begin to address this void in empirical research, drawing on PSV 
survey and interview data to examine the motivations of PSVs who took part in this 
study – both initially and their reasons for continuing to do so. Three data-led 
typologies – The Altruistic PSV, The Social PSV and The Career PSV – are developed to 
frame analysis and consider similarity and difference in PSV profiles and experiences. 
The chapter presents qualitative data collected through open-ended survey questions 
and semi-structured interviews to provide deeper insight in to PSVs’ motivations, then 
turns to the shifting nature of motivations as volunteers give time and gain experience 
within the organisation, and poses questions around the drivers of this fluidity. PSV 
motivations outlined in this chapter are considered alongside learning from broader 
studies of volunteering to examine the extent to which there is any cross-sector 
‘universalism’ around why people choose to give their time, or whether the unique 
environment of policing (compared to other volunteering environments, for example, 
charity shops, homeless shelters, or befriending schemes) attracts a differently 
motivated volunteer.  
 
4.2. Identifying PSV Motivation Typologies 
 
PSVs in this study were asked to state their initial and continuing motivations for 
volunteering with the MPS – in face-to-face interview encounters via an open-ended 
question inviting them to outline their motivations for volunteering with the police in 
their own words, and in the survey by ranking their top three reasons from a set list 
of options15. For initial motivations, survey response options included: ‘To help make 
my community safer’; ‘To help me feel safer’; ‘To meet new people’; ‘To develop new 
skills’; ‘To have something to do in my spare time’; ‘To help me get a job with the 
police’; ‘To change the police service/help it serve the public better’; ‘To do something 
 
15 For ease of analysis, only the first main reason for volunteering was used to create typologies. In nine cases, respondents gave 
more than one ‘first main reason’ for initially and continuing to volunteer. A random number generator was used to select a 
single primary response in these cases.	
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different/exciting/interesting’; and a freetext ‘other’ option. For continuing 
motivations, survey response options were: ‘I enjoy my volunteer role’; ‘I like the 
people (other volunteers, staff and officers)’; ‘I feel like I am making a positive 
difference in my community’; ‘I am learning new skills’; ‘I want to get a job with the 
police’; ‘I don’t want to let people (other volunteers, officers or staff) down’; ‘I feel 
like I am changing policing for the better’; ‘I feel proud to be part of the Metropolitan 
Police Service’; ‘I feel like I am part of an organisation that is doing something good’; 
‘It gives me something to do in my spare time’; and a freetext ‘other’ option. 
 
In both surveys and interviews, participants highlighted a range of motivations for 
choosing to become a PSV, often echoing their diverse personal and professional 
backgrounds. It was uncommon (although not entirely unknown) for PSVs to identify 
only a single reason for giving their time to policing, with many highlighting a range of 
motivating factors. However, despite this individual variation, motivations largely fell 
within two categories: ‘inward looking’ (i.e., personal, social, or professional 
development of the self) or ‘outward facing’ (i.e., supporting, enabling, or enhancing 
services for others). Parallels can be drawn with broader volunteer literature here. 
The stories that PSVs in this study shared around their reasons for volunteering often 
reflected those reported by volunteers in non-police volunteer settings. Indeed, 
previous research on volunteering more broadly (e.g., Laverie and McDonald, 2007; 
Rochester et al., 2012) suggests that individuals’ motivations generally fall in to one 
of two schemas – egoistic (associated with volunteer needs) and altruistic (associated 
with the needs of society). However, it is difficult for motivations to be ‘neatly 
classified’ as either (Clary and Snyder, 1999: 157). As Chapter Two outlined, pure 
altruism is indeed rare, and motivations often combine altruistic and self-interest 
elements with people generally engaging in volunteering because it responds to 
personal goals or needs (Penner, 2002; Chambre and Einholf, 2011).  
 
When coded in to headline categories a clear set of underpinning themes emerged 
from interview and survey responses which pointed to three motivation typologies: 
The Altruistic PSV – those primarily motivated by a desire to make a positive difference 
and ‘give back’ to the police service or community; The Social PSV – those who 
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volunteered as part of leisure or social pursuits, seeking enjoyment, excitement, or 
opportunities to meet and spend time with new people; and The Career PSV – those 
keen to pursue personal development goals to enhance their employability, either in 
the police service or other fields16. Table two outlines the frequency of each typology 
within survey and interview data both for initial motivations (individuals’ reasons for 
deciding to give their time to an organisation from the outset), and continuing 
motivations (the drivers of ongoing volunteer service and commitment). The 
typologies are subsequently used throughout this thesis to explore the impact of 
drivers for becoming and continuing to be a PSV on contributions, experiences, and 
the overall journey of ‘being’ a PSV in the MPS. 
 
Table two: PSVs initial and continuing motivations for volunteering  
 
Motivation type Initial motivations Continuing motivations	
PSV survey respondents	
The Altruistic PSV 65%  
(n=87/133) 
49%  
(n=66/135)	
The Social PSV 24%  
(n=32/133) 
42%  
(n=57/135)	
The Career PSV 11%  
(n=14/133) 
9%  
(n=12/135)	
PSV interviewees	
The Altruistic PSV 40%  
(n=8/20) 
45%  
(n=9/20)	
The Social PSV 25%  
(n=5/20) 
40%  
(n=8/20)	
The Career PSV 35%  
(n=7/20) 
15% 
(n=3/20)	
 
16 After a minimum of 12 months volunteering for at least ten hours per month, PSVs in the MPS are eligible to apply for internal 
job vacancies.  
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4.3. Exploring PSV Motivation Typologies 
 
This section further develops the motivation typologies – The Altruistic PSV, The Social PSV, 
and The Career PSV – exploring behaviours and characteristics (service length, hours 
volunteered, education, previous volunteering experiences, and demographic features) in 
order to develop a richer understanding of the profile of PSVs who took part in this study (see 
appendix I, tables A and B for a full breakdown of data). The section also draws on qualitative 
data collected in free text survey fields and during interviews to explore some of the themes 
within each motivation typology through the words of PSVs themselves. Understanding the 
motivations of each PSV typology is the ‘starting point’ for effectively involving volunteers in 
the organisation and has been shown to be influential in volunteers’ decisions and behaviour 
while volunteering, feelings of satisfaction, and intention to continue to give their time 
(Omoto and Snyder, 1995; Clary and Snyder, 1999; Davis et al., 2003). Furthermore, as will 
become clear in the following chapters, awareness of personal motivations for volunteering 
offers clues to the contribution that PSVs hope to make, their experiences while volunteering, 
and the nature of their satisfaction whilst doing so.    
 
4.3.1. The Altruistic PSV 
 
Altruistic motivations were the most commonly highlighted by PSVs in this study, both as 
initial and ongoing reasons for volunteering. Two-thirds (65%, n=87/133) of PSV survey 
respondents and two-fifths (40%, n=8/20) of PSV interviewees defined their initial primary 
motivations, and almost half (49%, n=66/135) of survey respondents and a similar proportion 
(45%, n=9/20) of interviewees described their continuing motivations for volunteering within 
a response option classified as altruistic. A range of studies in both police and non-police fields 
(e.g., Wisner et al., 2005; Pavlova and Silbereisen, 2014; Pepper, 2014; Loveday and Smith, 
2015; IPSCJ, 2016) suggest that most individuals offer their time as a volunteer because they 
want to feel like they are being helpful and connecting with the mission of the organisation. 
Indeed, altruistic reasons are generally recognised as strong and sustainable drivers of helping 
behaviours, with purposive incentives (i.e., doing something useful, contributing etc.) some 
of the most powerful motivators of volunteering (Laverie and McDonald, 2007). 
	 116	
 
The Altruistic PSV was the most likely of the typologies to have other volunteering experience 
(either previously or currently) compared to their social or career counterparts. It is perhaps 
unsurprising that those who defined their motivations primarily in terms of ‘help giving’ 
would offer their time to a range of causes, reflecting a broader altruistic propensity. 
Individuals with altruistic motivations in this study also demonstrated more notable 
‘longevity’ in their service with some of the largest proportions of the PSV study sample 
volunteering for three years or more falling within this typology. In addition, The Altruistic 
PSV was generally older and (unsurprisingly given this age profile) retired. However, this 
finding was only present in the survey data – in interviews it was The Social PSV that was more 
likely to be older and retired.  
 
Themes of supporting the police service and serving the community were common 
throughout PSV respondents’ narratives of their drivers for volunteering. The Altruistic PSV 
often linked their motivations to freeing up police officer or staff time to concentrate on other 
tasks. As PSV Nancy commented: “I like to believe I am helping the various Metropolitan Police 
units by taking away some of the administrative burden that would otherwise slow them down 
and take time away from them doing their work” (Nancy, altruistic PSV survey respondent, 
female, 45-54 years, long-term volunteer). Interviewees were able to speak in more depth 
about their motivations, during which The Altruistic PSV often developed this narrative of 
releasing officers to duties that they perceived to be more fitting of their training and powers, 
referring to the opportunity to vicariously (or, indeed, directly) contribute to the delivery of 
policing in London. PSV Salma reflected:  
 
“…it sort of seemed to me that they [the police] can’t do it all alone…there needs 
to be a bit of help and I figured there must be a need to do some of the boring 
admin stuff. Get them away from that. Keep them on the streets, which is what 
you really want to see in your community…the fact that I know the police officers 
are getting on with their job, and hopefully in some small way they’re doing it 
better and more efficiently because I’m part of that process” (Salma, altruistic PSV 
interviewee, female, 45-54 years, long-term volunteer).  
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In a similar vein, PSV Ayla stated: “…if I can get a police officer out on the street or doing 
something a bit more constructive than what I would be doing, you know obviously where 
crime is concerned, then yeah, go and do that, give them a hand” (Ayla, altruistic PSV 
interviewee, female, 55-64 years, short-term volunteer). 
 
‘Providing a service to the community’ and ‘making a difference’ were phrases often used by 
The Altruistic PSV who seemed motivated by their potential to offer something positive to 
improve their local area. PSV survey respondents in particular (likely a reflection of the 
notable proportion – 43%, n=57/132 – of PSVs in front counter roles in the survey sample) 
often spoke about their motivation to volunteer to staff local police stations at times of 
uncertainty around closures: “My local police station was closed and it was an opportunity to 
reopen it with volunteers. This is something I felt very strongly about” (Lia, altruistic PSV survey 
respondent, female, over 65 years, long-term volunteer); “I was angry that they shut our local 
station… When they offered to reopen it with volunteers, I applied”; (Courtney, altruistic PSV 
survey respondent, gender, age, and length of service not stated); “Our station would be 
closed if not manned by volunteers” (Kyran, altruistic PSV survey respondent, male, over 65 
years, short-term volunteer).  
 
For a small number of altruistic volunteers, motivations were specific to their role, in 
particular those volunteering with projects that involved young people. PSV Brianna, a 
volunteer at her local police cadet unit, spoke about helping young people to “get on the right 
track, the right path” (Brianna, altruistic PSV interviewee, female, 22-24 years, short-term 
volunteer), while PSV Megan, a volunteer offering diversion support for young people in 
custody, highlighted her involvement in “contributing to someone’s well-being and the next 
step they take for their own development” (Megan, continuing altruistic PSV interviewee, 
female, 55-64 years, short-term volunteer). PSV Jeremy, who volunteered on a police station 
front counter, had previously owned a customer facing business. Jeremy drew heavily on the 
professional ethos he had developed in his working life in his police volunteering role: “I think 
I realised for a long time that helping people in every respect is always a good thing…I tried to 
bring that philosophy in to my business…And I thought when I retired how can I help people?” 
(Jeremy, altruistic PSV interviewee, male, over 65 years, long-term volunteer). Indeed, these 
‘helping behaviours’ that some PSVs had developed in their paid working lives were a 
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significant driver in their decision to give their time on an unpaid basis to the police service 
following retirement. 
4.3.2. The Social PSV 
 
Around a quarter of survey respondents (24%, n=32/133) and interviewees (25%, n=5/20) 
gave socially-focused motivations – seeking excitement, opportunities to meet new people, 
and an interesting way to spend their spare time – for their initial volunteering, increasing 
notably (42%, n=57/135 and 40%, n=8/20 respectively) for continuing motivations. The Social 
PSV gave the most time to their role with more than two-thirds (67%, n=18/27) of survey 
respondents defined in this typology volunteering on average more than 20 hours each 
month, falling slightly to half (50%, n=25/50) for those with continuing social motivations. The 
Social PSV in this study was most likely to be educated to degree level or above (particularly 
for initial motivations) compared to their altruistic and career counterparts.  
 
For The Social PSV in this study motivations were often geared around undertaking a 
volunteering role that was interesting or exciting, particularly in the police service – a realm 
that is largely closed to the public. Indeed, being ‘on the inside’ of the Metropolitan Police 
Service and the associated ‘kudos’ that this brought was highlighted by some volunteers. For 
PSV Alan, the iconic location of his role was a source of excitement and pride: “It was an 
absolute joy at NSY [New Scotland Yard]. It had status. You tell people, you know, ‘what do 
you do’ – ‘oh I work at the Yard’” (Alan, social PSV interviewee, male, 55-64 years, long-term 
volunteer). PSV Frances outlined his motivations in terms of “curiosity about the police…the 
police, particularly at senior level, are forever shooting themselves in the foot, and get lots of 
bad publicity. So what are they really like?” (Frances, social PSV interviewee, male, over 65 
years, long-term volunteer). In fact, even The Altruistic PSV, with their motivations primarily 
rooted in helping and supporting the police or community, made reference to these themes 
when discussing their drivers for volunteering, also seeing the role as an opportunity to 
experience ‘more action’; to gain “…a bit more of an insight. You know as the public you don’t 
see what’s going on. [Referring to a volunteer role play task that they had been part of]…it’s 
nice to be able to say I’ve done that and I’ve sort of witnessed that side of it” (Isobelle, altruistic 
PSV interviewee, female, 35-44 years, long-term volunteer); and engage with officers “I find 
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it intriguing…just getting an insight in to what police do, having that conversation as well with 
police officers. I would never speak to a police officer probably anywhere else” (Brianna, 
altruistic PSV interviewee, female, 22-24 years, short-term volunteer).  
 
Stakeholder interviewees also spoke about the attraction of this ‘insider knowledge’ (either 
actual or perceived), together with the status that the Metropolitan Police Service holds, to 
individuals when considering what organisation to give their time to: “You know, when you 
say ‘I volunteer for the police’ it says something about you so I think that’s why professional 
people are attracted to it” (Kenneth, stakeholder interviewee); “…policing is still a good brand 
and people still want to be a part of something that they believe in” (Clive, stakeholder 
interviewee); “…something around being within the circle of trust as it were…Knowing more 
than your average citizen” (Neil, stakeholder interviewee). Volunteer manager Derek 
highlighted an enduring fascination with policing which may motivate some to choose the 
Metropolitan Police Service as their preferred volunteering environment: “It might be to do 
with the fact it’s the Met…There’s still that thing isn’t it? That something about coming behind 
the front door of a police station” (Derek, volunteer manager interviewee). The role of 
organisational features have been recognised in both attracting and retaining volunteers 
(Thoits and Hewitt, 2001). In their study of volunteers at the Sydney Olympics, Fairley et al. 
(2014) noted the significance of ‘back stage access’ and enhanced knowledge of the inner 
workings of the event to volunteers – superior to that of the spectator. This furnished 
volunteers with connections, ‘insider information’, and an overall sense of status and 
affiliation with the organisation, which became a key part of their role identity as a volunteer. 
Marta et al. (2014) also noted the importance of organisational variables – including prestige 
of the organisation itself – on the development of volunteer role identity, which has been 
shown to motivate and sustain future volunteering activity.  
 
For The Social PSV, relationships with those around them – other volunteers and paid 
members of the workforce – also featured within motivations for choosing to give their time 
to policing. PSV Alan, a long-term social PSV, spoke about his reasons for continuing to give 
his time over a number of years:  
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“It’s a good place to work and we build up a lot of friendships…I’ve continued 
because of [volunteer name] and [volunteer name] and the crew I work with here. 
I’ve continued because I’ve been lucky enough to work with officers and help them 
and be appreciated” (Alan, social PSV interviewee, male, 55-64 years, long-term 
volunteer).  
 
This sense of being part of a team often took on renewed importance for The Social PSV 
following retirement, with the volunteering environment offering them the opportunity to 
continue to enjoy the convivial benefits of being part of a ‘workforce’. PSV Pippa stated:  
 
“I didn’t want you to think that I’m being altruistic. There’s a part of me when I 
thought about volunteering, had a lot to do with my age, realising that I have to 
wind down work…I just didn’t like the thought of, being involved in people my 
whole life, and then not…I thought I could do less [paid] work and do more 
voluntary work” (Pippa, social PSV interviewee, female, over 65 years, long-term 
volunteer) 
 
Similarly, PSV Fred commented: “One of the things I missed when I left work was comradeship 
of fellow workers and the humour in there” (Fred, social PSV interviewee, male, over 65 years, 
long-term volunteer). Volunteer managers also recognised this important aspect of the role: 
“I suppose they enjoy, can I say, the sort of banter and that, the camaraderie, and they become 
part of the family if you like” (Derek, volunteer manager interviewee).  
 
For retired socially motivated PSVs or those no longer in full time employment, a sense of 
wanting to feel useful also emerged here with some highlighting how their volunteer 
motivations were initially borne out of simply wanting something to do – of being, and 
continuing to carry out tasks that are deemed to be, useful. PSV Verity stated: “I wanted 
something else to do frankly, and something that would hopefully use some of my skills 
because I’ve worked hard over the years to develop lots of skills and experience so I wanted to 
be able to apply them somewhere” (Verity, social PSV interviewee, female, 55-64 years, long-
term volunteer), while PSV Connor commented:  
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“I had time on my hands so the first thing to say therefore is that I wanted to fill 
up time …the sense of doing something useful with that time that otherwise I 
would be spending doing the Daily Telegraph crossword…so yes, a sense of 
usefulness” (Connor, social PSV interviewee, male, over 65 years, long-term 
volunteer).  
 
Connor went on to discuss altruism – separating himself somewhat from these motivations: 
“I’m no great philanthropist or giving back to society or stuff like that – I just wanted to do 
something”, referring to “a constant supply of interest in just being an ear in the office [in 
which they volunteered] listening to what goes on”. PSV Fred was also keen to quash any 
suggestion of philanthropic intentions, although noted his expanding motivations as his 
volunteering role progressed:  
 
“I’ve got to be honest I didn’t join to help the community to start with. I joined to 
help me. Get me out of the house because I was falling asleep in front of the 
television…I find it invigorating. It’s become a drug really I suppose” (Fred, social 
PSV interviewee, male, over 65 years, long-term volunteer).  
 
Volunteer manager Annabelle echoed these themes of wanting to feel useful, highlighting the 
attraction that retirees may feel to volunteering, particularly following busy professional 
careers: “…they’ve done demanding jobs or interesting jobs and they want to give that 
experience back to the community, or they want to feel that they’re still useful to the 
community” (Annabelle, volunteer manager interviewee).  
 
As discussed in Chapter Two, social incentives such as enjoyment, interaction, group 
identification, and networking have been recognised as strong motivators for volunteering 
(Gill, 1986; Laverie and McDonald, 2007). Volunteering can provide opportunities for social 
activities and connections, creating a sense of community, making people feel useful, and 
offering a way to keep busy and avoid social exclusion and loneliness (Grossman and Furano, 
1999; van Ingen and Wilson, 2017; Herber, 2018). Furthermore, a search for compensation 
and social networks (either consciously or not) following the loss of other productive roles 
has been linked to volunteering by retirees, which van Ingen and Wilson (2017) claim may 
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result in stronger identification with the volunteer role. Indeed, regular social interaction, 
shared experiences, teamwork, and a sense of community have been shown to foster 
enhanced volunteer role identity and likelihood of continued volunteering service (Callero, 
1985; Fairley et al., 2014). Omato and Snyder (1995) argue that these self-focused 
motivations are more positively associated with length of service compared to altruistic or 
other-centred factors, highlighting the importance of identifying and fulfilling personal and 
social motives in order to retain volunteers within an organisation.  
 
4.3.3. The Career PSV 
 
The Career PSV – whose main motivations were to develop skills or enhance employability, 
usually (although not exclusively) within policing or wider law enforcement fields – made up 
the smallest proportion of the survey sample in terms of initial motivations (11%, n=14/133), 
although were more notable amongst PSV interviewees (35%, n=7/20). As discussed in 
Chapter Two, while previous studies (e.g., Pepper, 2014; Whittle, 2014) have pointed to the 
prevalence of career motivations across Special Constable volunteers, this is less common 
amongst volunteers more generally, including PSVs (Britton et al., 2018). However, despite 
being lower in overall volume, The Career PSV showed some of the most notable differences 
in this study in terms of their characteristics compared to the two other motivation 
typologies.  
 
Given the employment-focused motivations of The Career PSV it is perhaps unsurprising that 
they were some of the youngest participants in the study and, therefore, least likely to be 
retired. The Career PSV also presented some of the largest proportions of female and BAME 
PSVs across the three typology categories. The Career PSV was the most likely of all motivation 
typologies to occupy an operational role and amongst the least likely to have previous or 
other current volunteering experience, particularly when compared to The Altruistic PSV, 
perhaps reflecting the narrower focus of their employment-oriented motivations. In this 
study, The Career PSV also gave the least service to their roles with proportionally fewer 
volunteering for more than three years (perhaps due to either securing a paid role or, 
alternatively, choosing to stop volunteering when their employment-focused goals were not 
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realised), or more than 20 hours per month compared to their altruistic or social counterparts. 
These variables may point to the instrumental nature of volunteering for The Career PSV, 
compared to those with altruistic or socially-focused motivations, with the role serving as a 
means to pursue a specific aim of employment rather than an expression of more general 
‘helping behaviours’.  
 
For The Career PSV, volunteering for the police service was viewed as an opportunity to 
develop skills and experience to improve their employability, either within the police service 
or in other industries. For those interested in a career in policing, volunteering offered insight 
in to the organisation and a chance to explore roles before committing to paid employment. 
PSV Charles referred to the role as “a stepping stone to see if the Met is something that you 
would like to do” (Charles, career PSV interviewee, male, 45-54 years, long-term volunteer), 
while PSV Eliza commented:  
 
“I got quite interested in police work…I wanted to see what it’s like in real life, and 
also get a foot in the door as well to see, because to me I always thought of police 
as police officers and that’s it. I didn’t have any insight into what other roles there 
might be, other departments” (Eliza, career PSV interviewee, female, 35-44 years, 
short-term volunteer).  
 
Katy – initially a career-focused PSV interviewee, now working in a paid role with the 
Metropolitan Police Service following a period of volunteering – was clear that their time 
given in a voluntary capacity was a valuable part of securing employment: “It’s [volunteering] 
helped me a lot, especially with going to interviews and looking at application forms, I knew 
what I was doing. I knew like all the organisational framework” (Katy, career PSV interviewee, 
female, 35-44 years, short-term volunteer). Being a PSV offered Katy an opportunity to 
explore job possibilities and develop interpersonal skills. However, the role went beyond 
straightforward career motivated goals or attempts to improve job prospects (sentiments 
most commonly shared in surveys or interviews with PSVs), touching upon issues of gender, 
family, and personal growth: “I wanted to get a career…I wanted to be the breadwinner of the 
family. I knew this would help me to boost my self-esteem, to get myself back on track, to earn 
money and work with a worthwhile organisation” (Katy, career PSV interviewee, female, 35-
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44 years, short-term volunteer). Stakeholder and volunteer manager interviewees recognised 
the CV building or job seeking intentions of some PSVs, particularly students or those earlier 
in their career who are “looking for practical experience and are probably quite savvy to the 
fact that their fellow students will be competing for jobs and if they can get one step ahead 
with some practical experience they will be in a better place” (Colby, volunteer manager 
interviewee). Reflecting the latter part of PSV Katy’s earlier comment, volunteer managers 
also recognised the prominence of giving time within an established organisation such as the 
Metropolitan Police Service. Volunteer manager Marsha felt that, for some career motivated 
PSVs, the role was less about policing specifically and more of an attempt to improve their 
employment prospects with a high-profile feature on their CV: “…some see the Metropolitan 
Police as a big organisation. It’s a brand, you know, and if that’s on your CV, that will sell 
yourself” (Marsha, volunteer manager interviewee). 
 
4.4. Continuing Volunteering, Changing Motivations 
 
This thesis has so far established that volunteers – both in policing and non-policing contexts 
– engage in the same volunteering behaviour for different reasons and to achieve different 
ends. Indeed, volunteering that looks similar on the surface may have diverse underlying 
motivations and serve different functions for different individuals; although these disparate 
motivations can generally be organised into overarching ‘inward looking’ (i.e., personal, 
social, or professional development of the self) or ‘outward facing’ (i.e., supporting, enabling, 
or enhancing services for others) (Omoto and Snyder, 1995; Finkelstein, 2008). However, 
these motivations are not static. While initial motivations form the primary reasons for 
encouraging an individual to volunteer, drivers can alter as the volunteering ‘journey’ unfolds. 
Indeed, motivations are dynamic entities that can change throughout the course of 
volunteering (Laverie and Macdonald, 2007). The reasons why an individual remains 
committed to volunteering may differ considerably to the reasons that initially attracted them 
and, with studies (e.g., Omoto and Snyder, 1995; Clary and Snyder, 1999; Davis et al., 2003; 
Ramshaw and Cosgrove, 2019) consistently highlighting the influence of identifying and 
responding to volunteer motivations on volunteer experiences, feelings of satisfaction, and 
retention, the importance of understanding the fluidity of volunteer motivations is clear. This 
	 125	
section considers the characteristics of PSVs in this study who reported differences between 
their initial and continuing reasons for volunteering, and explores the two most notable shifts 
across the sample – an increase in the volume of PSVs who defined their continuing 
motivations in terms of social features, and a fall in those driven by career related reasons. 
 
4.4.1. Shifting Motivations and Realistic Expectations 
 
The transitory nature of motivations for volunteering was a key feature of the data. Although 
similar overall themes from analysis of initial motivations remained when considering PSVs’ 
continuing drivers for volunteering – The Altruistic PSV (albeit notably lower in volume) 
featured most frequently, followed by The Social PSV, then The Career PSV, there were some 
clear shifts between motivations (see appendix I, table C for a full breakdown of data). Almost 
half (44%, n=58/132) of PSV survey respondents and a third (35%, n=7/20) of interviewees 
reported shifts between their initial and continuing motivations for volunteering. When 
analysed by PSV characteristics and behaviours (included in appendix I, tables A and B), there 
was little difference between those who reported a change in their motivations for 
volunteering, compared to those who retained their original drivers, with the exception of 
survey respondents with no previous or other current experience of volunteering (61%, 
n=22/36 reported changing motivations, compared to 36%, n=26/73 who had volunteered 
currently or previously elsewhere). It is possible that experienced volunteers have more 
feasible initial motivations when seeking out volunteering opportunities, tailoring their 
decisions on where and how to volunteer accordingly. Indeed, the expectations of individuals 
that are new to volunteering may be less realistic – particularly within police organisations 
that are restricted in terms of how and where volunteers can be involved – resulting in a shift 
to more achievable motivators to drive their continued commitment.  
 
The remainder of this section explores these shifts and considers the drivers behind them, 
with a focus on The Social PSV and The Career PSV – typologies that presented the most 
transient themes in this study.   
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4.4.2. The Rise of The Social PSV  
 
The Social PSV – whose drivers for volunteering focused on excitement, interest, something 
to do in their spare time, and getting on well with other people who volunteer and work 
alongside them – presented some of the most prominent shifts between their initial and 
continuing motivations. The cohort of PSVs in this study who presented social motivations 
almost doubled within both survey and interview cohorts when comparing initial and 
continuing motivations for volunteering (23%, n=31/132 vs. 42%, n=55/132 and 25%, n=5/20 
vs. 40%, n=8/20 respectively). Furthermore, The Social PSV (together with The Altruistic PSV 
– despite overall decreases in the survey sample) were amongst the most likely in the sample 
to retain similar initial and continuing motivations: over half (55%, n=17/31) of survey 
respondents and the majority (80%, n=4/5) of interviewees who initially defined their 
motivations as social continued to do so as their volunteering ‘journey’ as a PSV progressed.  
 
4.4.3. The Demise of The Career PSV 
 
As representation of The Social PSV increased in continuing motivations for volunteering, the 
presence of The Career PSV notably reduced. The Career PSV was the least likely of all three 
typologies to retain the same continuing motivation for volunteering: just over a third (36%, 
n=5/14) of survey respondents and less than half (43%, n=3/7) of interviewees who cited 
personal development and an ambition to secure employment as their reasons for giving their 
time initially spoke about career drivers as part of their decision to volunteer with the 
Metropolitan Police on an ongoing basis. In the survey sample, The Career PSV remained the 
least cited motivation cohort for continuing volunteering, similar to initial drivers (11%, 
n=14/132 initial vs. 9%, n=12/132 continuing). The shift in motivations of The Career PSV was 
most notable in interviews, accounting for over a third (35%, n=7/20) of interviewees’ initial 
motivations – the second largest proportion of all typologies – however, the lowest 
proportion (15%, n=3/20) of continuing motivations.  
 
For some career-focused PSVs, however, the employment motivations that initially led them 
to volunteering with the Metropolitan Police endured throughout their service. They 
continued to attach importance to the specific volunteering role that they undertook in terms 
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of developing desired skills – rather than seeking to give their time more generally across the 
organisation. PSV Harley, who defined both his initial and continuing motivations in career 
terms, stated: “I’m completely career driven…my motivation was career-focused and I stuck 
at that. I’m pretty sure that [volunteer manager name] would have a lot more involvement if 
I was nipping into other areas, but I’ve not needed that” (Harley, career PSV interviewee, 
male, 35-44 years, short-term volunteer). For PSV Zoe, her initial career focus formed part of 
a ‘suite’ of personal motivations which shifted in importance as her volunteering role 
developed:  
 
“My intention to originally volunteer was to kind of aid me getting in to the police 
force. But then once I joined my motivations changed…it wasn’t about getting in 
to the police anymore. When I was at the police cadets it was about helping them 
and giving them the support that they needed” (Zoe, career PSV interviewee, 
female, 22-24 years, long-term volunteer).  
 
For this initially career oriented PSV interviewee, her reasons for continuing to volunteer 
diversified in to other areas as she gained experience within the organisation – despite making 
clear throughout the interview that future employment within policing remained an 
important personal focus.  
 
4.5. Understanding and Responding to Changing Motivations 
 
4.5.1. The Prominence of Self-Oriented Motivations  
 
The data in this study point clearly to the transitory nature of volunteer motivations: the 
reasons that people commence volunteering may not mirror those that encourage them to 
continue to give their time. The direction of these shifting motivations – towards social drivers 
and retreating from career-focused goals – reflects themes in broader studies of volunteering. 
Indeed, social incentives – those that drive The Social PSV, whose presence grew when 
considering continuing motivations – have been shown to hold particular resonance for 
volunteers in terms of their overall experiences within an organisation, and are recognised as 
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strong motivators for ongoing volunteering more generally. While altruistic factors (or, 
indeed, personal development-focused drivers for The Career PSV in this study) can form an 
important part of initial motivators, enduring involvement is often driven by volunteers’ 
experiences of personal advantages including social service, self-confidence, and self-esteem 
(Omoto and Snyder, 1995; Laverie and McDonald, 2007).  
The Career PSV cohort in this study exhibited significant downward trends when comparing 
continuing motivations to initial drivers. Although some studies – most notably those focusing 
on Special Constables (e.g., Pepper, 2014; Whittle, 2014) – have demonstrated clear career 
development motivations amongst volunteers, with estimates of up to three quarters of 
volunteer officers aspiring to be part of the regular service, this theme is a less common 
feature across wider volunteering literature. Indeed, Pavlova and Silbereisen (2014) suggest 
that most volunteers do not offer their time primarily to gain skills to secure employment, 
but because they want to feel like they are being helpful and connecting with the mission of 
the organisation. In this context, PSVs may present more similarities with volunteers more 
generally, rather than their Special Constable colleagues. Indeed, within the more limited pool 
of police volunteer specific literature, van Steden and Mehlbaum (2019) noted that career 
related motivations ranked lower within the Dutch voluntary force – perhaps driven by the 
inclusion (albeit marginal compared to volunteer officers) of PSV-type volunteers in this study 
sample.  
 
4.5.2. Responding to Changing Motivations  
 
The experiences that volunteers have within the organisation where they give their time, and 
the extent to which these experiences fulfil their motivations, are influential in terms of how 
they perceive and perform their roles, and their likelihood to continue (Grube and Piliavin, 
2000; Penner, 2002). As outlined in Chapter Two, previous studies in this area (e.g., Omoto 
and Snyder, 1995; Clary and Snyder, 1999; Davis et al., 2003) have highlighted the influence 
of initial and ongoing fulfilment of these motivations, and the extent to which volunteers’ 
experiences within the organisation responds to these drivers, on volunteer behaviours and 
commitment to their role. Individuals generally engage in volunteering because it connects 
with specific goals or needs, and how (if at all) the organisation appeals to and acknowledges 
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the importance of these personal motives is persuasive in terms of volunteer satisfaction and 
intention to continue to give their time (Omoto and Snyder, 2002; Penner, 2002; Chambre 
and Einholf, 2011; Millie, 2018).  
 
Individuals are more satisfied with their volunteer roles and continue to give their time when 
the experiences that they have within an organisation fulfil their motivations for choosing to 
help. As this chapter has highlighted, those motivations can shift, therefore it is important for 
organisations to understand not only why people initially join as a volunteer, but why they 
remain (Finkelstein, 2008). Indeed, given the notable shift towards personal social benefits as 
volunteer service progresses, Omoto and Snyder (1995: 683) assert that organisations may 
want to stress the ways in which volunteers personally benefit from giving their time, rather 
than just emphasising how their efforts benefit others.  
 
4.6. Chapter Summary and Conclusion  
 
This chapter has explored the motivations of Police Support Volunteers in this study, creating 
typologies to capture the features of three main drivers emerging from the data – The 
Altruistic PSV, The Social PSV and The Career PSV. Those who volunteered for altruistic 
purposes – to make a positive difference, do something worthwhile, and support the police 
service – were the most frequently represented PSVs in this study, followed by socially 
motivated individuals (pursing a role that is interesting or exciting, a chance to get to know 
other people, or offering something to do in their spare time), and those engaged in 
volunteering primarily for personal development or career-focused purposes. However, 
motivations are not static. PSVs that took part in this study clearly illustrated the fluidity of 
volunteer motivations, with notable shifts towards social drivers and a retreat from career-
focused goals as the volunteer ‘journey’ progressed. Given the influence of motivation 
fulfilment on volunteers’ morale, experiences, feelings of satisfaction, and intention to 
continue to volunteer, understanding and responding to motivations is paramount to 
effectively involving volunteers in an organisation.  
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Despite the arguable ‘peculiarities’ of the police organisation as a volunteering environment 
(a state-funded and directed agency which needs to remain entirely functional in the absence 
of volunteers), the reasons that PSVs in this study chose to give their time freely reflected 
those highlighted in previous studies of volunteering across a broader context: altruistic 
(associated with the needs of society) and egoistic (associated with personal need), with 
individuals often drawing on elements of each when commenting on their personal 
motivations (Laverie and McDonald, 2007; Rochester et al., 2012). Callender et al. (2019: 395) 
argue that, while learning gathered in non-police organisations offer insight, a ‘false 
universalism’ for volunteer practice and experience should be resisted. While developing an 
understanding of the specific police volunteering environment is vital, this chapter has 
demonstrated that there is much relevant insight to be gained from broader studies of 
volunteering with commonality across themes identified. That said, the distinct aspects of 
volunteering in policing does deserve specific attention, separate from both volunteers in 
non-police setting and paid and/or warranted staff within a police environment.  
 
While the ‘draw’ to volunteering – whether driven by altruistic, social, or career goals – is 
associated with the individual, the extent to which volunteers achieve satisfaction and 
‘motivation fulfilment’ is dependent upon the experiences that they have within the 
organisation itself – in this study, the police service. The next three findings chapters move 
the discussion beyond individual features of the volunteer and their motivations for giving 
their time, to consider these wider contexts in which they do so, exploring the contribution 
they feel able to make, their experiences alongside officers and paid members of staff within 
the organisation, and the extent to which volunteering is invested in through means of an 
appropriate infrastructure. The motivation typologies developed in this chapter – The 
Altruistic PSV, The Social PSV and The Career PSV – will continue to be used as a ‘lens’ through 
which to view data in order to explore similarities and differences in experiences of being a 
PSV in the Metropolitan Police Service. 
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5. Chapter Five: PSV Contributions to the Metropolitan Police 
Service 
 
5.1. Introduction  
 
The tasks that volunteers in policing undertake have been shown to be wide ranging, covering 
the spectrum of police responsibilities: crime prevention, maintaining public order, improving 
crime detections, providing services to victims of crime, increasing public confidence and 
cooperation, developing a sense of community ownership and inclusion, encouraging greater 
transparency, and promoting a better flow of information between police and citizens. (Ren 
et al., 2006; Gravelle and Rogers, 2009b; van Steden et al., 2011; Morgan, 2012). The expanse 
of tasks that PSVs can be involved in, the roles they undertake, and the contribution they 
make is often difficult to determine, with the nature of PSV activity varying widely throughout 
the country, and definitions neither universal nor consistent (Callender et al., 2019).  
 
The roles that volunteers occupy have been shown to be a significant enabler or inhibitor of 
sustained volunteerism (Penner, 2002). Indeed, the roles available for PSVs and the tasks that 
they able to undertake within them are an influential factor in volunteers’ perceptions of their 
experiences – and propensity to continue to give their time to the organisation. Identifying 
and developing appropriate roles is an important part of the infrastructure required to deliver 
a successful volunteer programme (Choudhury, 2010). However, creating meaningful and 
interesting opportunities for volunteers in policing can be a challenging task (Bullock, 2014). 
The balance between PSVs’ contribution in terms of additionality, rather than substitution of 
previously paid posts is a precarious one (ibid.). As van Steden and Mehlbaum (2019: 423) 
argue, police volunteers can seem to “embody a threat to ‘job security’”, particularly if 
“political calls for ‘active citizenship’ in policing appear as austerity in disguise”.  
 
 
This chapter considers the roles and tasks of PSVs in this study, and the contribution they feel 
able to make within them. Building on the motivation typologies developed in Chapter Four 
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(The Altruistic PSV, The Social PSV and The Career PSV), the chapter introduces role typologies 
(The Operational PSV and The Non-Operational PSV) to bring further insight to the PSV 
contribution, exploring whether this is essentially a ‘one size fits all’ process, or if experiences 
are more multi-dimensional, with factors related to individuals’ roles, tasks, and their 
motivations for freely giving their time impacting on the ‘service’ that PSVs perceive 
themselves able to offer to policing. As the paid workforce reduces and those remaining are 
under mounting pressure to deliver with fewer resources, it could be argued that the 
volunteer contribution has never been more important, with PSVs forming an increasingly 
meaningful role as the police navigate their way towards delivering a ‘post-austerity’ service 
(Millie, 2014). This chapter will consider how PSVs in this study experience their roles and 
tasks during these changing times, the extent to which they feel able to make the contribution 
that they would like to, and the effect of this on their sense of role satisfaction and, ultimately, 
their intention to continue to give their time to policing.   
 
5.2. PSV Roles and Tasks  
 
PSVs who took part in this study each provided a title or description of their role which was 
recoded in to four overarching categories: administration (largely desk based, ‘back office’ 
type roles); community engagement or customer focus (public facing roles including front 
counter/reception services and quality call backs); operational (including CCTV VIIDO unit, 
forensics support, Volunteer Police Cadet staff); and other (a range of more distinct special 
interest roles such as gardening, uniform stores, criminal exhibits support, and events 
management). These roles were recoded again to create binary categories of operational 
(considered to be all roles that a police officer may have some involvement in conducting or 
supporting e.g., CCTV VIIDO, front counter/reception services, Volunteer Police Cadet staff) 
and non-operational (those considered less likely to involve police officer support, and 
perhaps more likely carried out by police staff, exclusively volunteers, or not at all without 
the involvement of a volunteer e.g., administration, some non-operational special 
interest/other roles, quality call backs, and community led consultation or discussion panels) 
which formed the basis of two PSV role typologies: The Operational PSV and The Non-
Operational PSV.  
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Just over half (58%, n=76/132) of survey respondent roles were defined as operational, and 
the remainder non-operational (42%, n=56/132) – with similar proportions in the interview 
sample (60%, n=12/20 and 40%, n=8/20). When analysing PSV role typologies alongside the 
motivation typologies developed in Chapter Four, the most notable theme emerging across 
both datasets was in relation to The Career PSV.  Although still representing some of the 
smallest motivation categories for both operational and non-operational PSVs alike 
(reflecting the overall motivation distribution of the datasets as a whole), self-improvement 
motivations or those linked to career advancement were most prevalent amongst The 
Operational PSV role typology (see appendix I, table D for a full breakdown of data). The 
Career PSV also presented some of the clearest themes explored in Chapter Four, and analysis 
in this chapter further points to differences between those who are motivated by 
employment or personal development goals, compared to The Altruistic PSV and The Social 
PSV.  
 
It is unclear why The Career PSV in this study was more likely to feature within operational 
roles. In Chapter Four, career motivated PSVs referred to volunteering as a ‘stepping stone’ 
or ‘foot in the door’ for a future paid role in the police service, or viewed the role as an 
opportunity to find out more about the organisation before applying for a job. Studies (e.g., 
Clary et al., 1994; Penner, 2002; Chambre and Einholf, 2011) have pointed to the functions 
served by volunteering for each individual, and the impact of these on the dynamics of their 
volunteering role – both the initiation and maintenance of helping behaviours (Clary et al., 
1998). Indeed, The Career PSV in this study may have been more likely to seek out operational 
roles which appeared to offer the tangible skills they were seeking to meet personal 
development and employment goals. The next section will consider the contribution that 
PSVs feel they make within policing, again using role and motivation typologies to explore any 
divergence in views depending on the role that individuals undertake or their reasons for 
giving their time to policing.   
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5.3. The PSV Contribution 
 
PSVs in this study were asked to state in their own words what they thought their contribution 
was as a PSV in the Metropolitan Police Service. Responses often spanned multiple areas and 
touched on the range of tasks that they undertake – administration, training, providing 
specialist skills, and improving quality of service for the public – reflecting the diversity of 
volunteer contribution also noted across broader cohorts (Omoto and Snyder, 1995; 
Finkelstein, 2008). Despite this variance, three clear themes emerged in terms of how PSVs 
perceived their contribution to policing: freeing up officer and staff time; serving the 
community; and contributing skills and time. The narratives that PSVs gave around their 
perceived contribution highlighted some clear overlap with their motivations for 
volunteering. Themes of ‘giving back’ to the police service or community (common features 
amongst The Altruistic PSV), sharing skills that they had developed throughout professional 
careers (often highlighted by The Social PSV), and undertaking tasks that help them develop 
further skills (aspirations of The Career PSV) emerged in both motivation and contribution 
fields of the survey and interviews conducted as part of this study. Table three presents each 
of these contribution categories alongside role and initial motivation typologies (due to low 
‘n’ numbers in interview data, this table includes survey data only. A full breakdown of survey 
and interview data is included in appendix I, table E).  
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Table three: PSV role type, initial motivations, and perceived contribution  
 
Role type and initial 
motivation 
Total  
(Proportion 
of all survey 
respondents) 
 
Contribution* 
Freeing up 
officer/staff time 
Contribution* 
Serving the 
community 
Contribution* 
Skills/time 
The Operational 
PSV 
58% 
(n=76/132) 
61%  
(n=42/69) 
42%  
(n=29/69) 
9%  
(n=6/69) 
The Non-
Operational PSV 
42% 
(n=56/132) 
52%  
(n=29/56) 
20%  
(n=11/56) 
23%  
(n=13/56) 
Total − 57%  
(n=71/125) 
32% 
(n=40/125) 
15% 
(n=19/125) 
The Altruistic PSV 
 
65% 
(n=87/133) 
51%  
(n=41/81) 
37%  
(n=30/81) 
15%  
(n=12/81) 
The Social PSV 
 
24% 
(n=32/133) 
69%  
(n=20/29) 
24%  
(n=7/29) 
21%  
(n=6/29) 
The Career PSV 
 
11% 
(n=14/133) 
92%  
(n=12/13) 
0%  
(n=0/13) 
0%  
(n=0/13) 
Total − 59% (n=73/123) 30% 
(n=37/123) 
15% 
(n=18/123) 
* Contribution categories were not mutually exclusive. Respondents frequently gave multiple responses; therefore, proportions do not 
equate to 100%. 
 
5.3.1. Freeing Up Officer and Staff Time 
 
Freeing up officer and staff time, often by undertaking tasks that respondents felt they 
(particularly warranted officers) should not have to do (e.g., administration), thus allowing 
them to focus on issues perceived to be more suited to their training and experience (e.g., 
investigating crime, providing a visible presence on the streets), was the most frequently cited 
contribution by PSVs in this study, particularly in the survey. According to the survey data, 
The Operational PSV was more likely to view their contribution in terms of freeing up officer 
and staff time compared to The Non-Operational PSV (61%, n=42/69 vs. 52%, n=29/56). 
Turning to motivation typologies, themes of freeing up officer and staff time were more 
prevalent amongst The Social PSV and The Career PSV survey respondent (69%, n=20/29 and 
92%, n=12/13 respectively) compared to The Altruistic PSV (51%, n=41/81) in terms of initial 
motivations. Proportions fell slightly across each typology when considering continuing 
motivations (see appendix I, table E), with responses distributed across contribution 
categories; however, freeing up officer and staff time remained the most prominent 
contribution category for these continuing motivation typologies.  
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Narratives of freeing up officer or staff time came across strongly in responses to open ended 
freetext survey questions around the contribution that PSVs feel they make as a volunteer 
with the MPS. Operational PSV Jonah stated: “I would like to think that the work I do can 
release other police officers to be on the street providing reassurance and help to the 
community” (Jonah, operational, altruistic PSV survey respondent, male, over 65 years, long-
term volunteer), while PSV Musa, a non-operational (a role typology associated slightly less 
with this contribution type) PSV felt that their service “…allows officers to do what they were 
trained to do. Most officers did not sign up to work on a computer or prepare and file reports” 
(Musa, non-operational, altruistic PSV survey respondent, male, over 65 years, long-term 
volunteer). Freeing up officer or staff time was an important contribution perceived by The 
Career PSV and this was echoed in survey respondent comments with PSV Marie arguing that 
“with the support of the volunteers I know that our community will have extra police officers 
on the streets” (Marie, operational, career PSV survey respondent, female, 45-54 years, long-
term volunteer), while PSV Nella reflected on the contribution of volunteers as an opportunity 
to “save time for an ever dwindling and overworked police staff” (Nella, non-operational, 
career PSV survey respondent, female, 45-54 years, long-term volunteer). 
 
5.3.2. Serving the Community 
 
Providing a service to the public and serving the community was the next most frequently 
cited contribution. PSVs often spoke about giving time to front counters so the local police 
station could remain open, and engaging with members of the local community on a more 
equal footing than members of the paid workforce. The Operational PSV featured 
prominently here with proportionately more PSVs in operational type roles highlighting their 
contribution in this vein compared to The Non-Operational PSV (42%, n=29/69 vs. 20%, 
n=11/56 respectively, with similar themes observed in interview data – see appendix I, table 
E). This was predominantly driven by operational PSVs in front counter roles (74%, n=56/76 
of all operational PSV survey respondents held front counter roles), who often viewed their 
position in terms of providing an enhanced service – or, in some cases, any service at all – to 
the public.  
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Again, it was survey data that provided some of the richest qualitative insight in to PSVs’ views 
on contributions in terms of serving the community. As PSV Fiona stated: “My contribution as 
a volunteer is vital as the front door of the station is open to the public…No volunteers, no 
open door” (Fiona, operational, altruistic PSV survey respondent, female, 55-64 years, long-
term volunteer), while PSV Kye similarly reflected: “Thanks to the Metropolitan Police 
volunteers front counters remain open. Many people prefer to talk to a human being rather 
than going online” (Kye, operational PSV survey respondent, gender, age and motivation not 
stated, short-term volunteer). PSV interviewees also commented on the capacity of 
volunteers to support the Metropolitan Police to continue to deliver front counter services to 
the public, with even those in non-operational roles recognising the significance of this 
provision in the community: “There’s been lots of stations that have closed because there 
haven’t been enough volunteers to keep them open or willing to do that job…I think that those 
communities are poorer for that” (Salma, non-operational, altruistic PSV interviewee, female, 
45-54 years, long-term volunteer). 
 
Bringing a friendly and approachable presence to the front counter was important to The 
Operational PSV. PSV Shivali spoke about helping to “keep front counters more accessible and 
operated by ‘ordinary’ and non-uniformed local residents” (Shivali, operational, altruistic PSV 
survey respondent, female, over 65 years, long-term volunteer) which, according to PSV 
Hayley, “puts customers at ease to talk to a layperson behind the front office desk” (Hayley, 
operational, career PSV survey respondent, female, 35-44 years, long-term volunteer). PSV 
Eliza, a front counter volunteer stated: “I like talking to the public and I feel that they warm 
to me as soon as they know I am a volunteer and just a member of the public like themselves” 
(Eliza, operational, altruistic PSV survey respondent, female, over 65 years, long-term 
volunteer), while PSV Karen, another front counter volunteer, saw this as a “two way street… 
a good way for volunteers to get to know what their local police station does and for officers 
to have an extra pair of hands” (Karen, operational, social PSV survey respondent, female, 35-
44 years, long-term volunteer).  
 
Indeed, for some PSVs in this study, volunteering provided an opportunity for the public to 
engage with the local police service (and vice versa), and for PSVs themselves to act as a 
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conduit for further engagement. Volunteering “enables us to see behind the scenes and see 
how the MPS makes our community a safer place to live” according to PSV Monica (Monica, 
altruistic PSV survey respondent, female, 55-64 years, short-term volunteer, role type not 
stated), while PSV Patricia commented on the role of volunteers in showcasing the pluralised 
nature of policing services: “I think it is essential that the community sees the police engaging 
with all areas, and that you do not have to be a paid member of staff to provide help and 
support to the community through the police service” (Patricia, social, non-operational PSV 
survey respondent, female, 55-64 years, volunteer service length not stated).  
 
5.3.3. Contributing Skills and Time  
 
Offering skills and time to the police service was a lesser-cited contribution overall; however, 
was more prominent during in-depth interview discussions with PSVs, particularly amongst 
The Operational PSV cohort and those interviewees who reported career or personal 
development motivations. PSVs bring a range of diverse skills to policing from both paid and 
unpaid fields – evidenced clearly by the single force sample in this study. In interviews PSVs 
spoke about former or current careers in education, engineering, information technology, 
transport, health, project management, creative industries, advertising, marketing, customer 
services, retail, self-employment, law, and tourism, as well as policing. In the unpaid realm, 
two-thirds of survey respondents (66%, n=76/115) and a comparable proportion of volunteer 
interviewees (65%, n=13/20), currently, or had previously, volunteered in another role 
outside of the Metropolitan Police Service. These voluntary activities spanned a range of fields 
including health, education, sports, community services, youth, environment, faith, arts, 
hobbies, and other policing or criminal justice-focused roles. PSVs often drew on the diverse 
knowledge, experience and skills developed in other areas of their life – both professional and 
personal – including languages, customer service skills, and more specialist abilities (e.g., IT) 
within their voluntary role.  
 
The tangible skills that PSVs bring from their ‘world’ outside of police volunteering came 
across clearly in this study. Although these were from another ‘realm’ – professional and 
personal fields with different priorities and focus to the police organisation – PSVs identified 
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valuable assets, which they felt they brought to policing, often skills that they surmised may 
not be held amongst the paid workforce. PSV Michelle spoke about volunteers bringing: 
 
 “…experience of the commercial world and customer service which many police 
officers don’t have. Many police understandably see themselves as a force rather 
than a service...the volunteer can help bring an element of service at the front 
counter” (Michelle, operational, altruistic PSV survey respondent, female, over 65 
years, long-term volunteer). 
 
PSV Anthony reflected on the capacity of volunteers to bring technical or interpersonal skills 
to a financially stretched organisation, again drawing back to the theme of freeing up officer 
or staff time:  
 
“Volunteers allow the Met to draw on the vast experience of members of the 
community to help in the fight against crime. In my case these are specialist 
technical skills. Others may be interpersonal skills. That means that officers can be 
out on patrol rather than at the front desk” (Anthony, non-operational, altruistic 
PSV survey respondent, male, 45-54 years, short-term volunteer).  
 
PSV Alan similarly referred to his IT expertise developed over a number of years working 
within the private sector. Alan felt that his experience was an asset within the technology-
focused team in which he volunteered and, being a PSV, offered the additional benefit of 
being freed from the bureaucracy that often hampered the paid workforce (e.g., approving 
overtime budgets etc.), allowing him and his colleagues to give additional hours to meet 
demand: “Well this is the surge possibility that we have. You know, the mail went out – ‘can 
we help?’, yes we can – and we put in the hours… that’s me going the extra mile” (Alan, 
operational, social PSV interviewee, male, 55-64 years, long-term volunteer) For some PSVs, 
their skill or time contribution overlapped with their perceived capacity to free up officers 
and staff. PSV Salma used the advanced Excel skills that she had developed in her paid role to 
create a sophisticated database to support the work of her team:  
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“I’m always thinking ‘what can I do to make that officer’s life easier?’ In my head 
I want to create something that does half the job for you…I see my job as taking 
away a lot of the burden of stuff that takes time…I think that’s really where I add 
value” (Salma, non-operational, altruistic PSV interviewee, female, 45-54 years, 
long-term volunteer). 
 
5.4. Being an Outsider, Inside: The Enhanced PSV Contribution 
 
However, the contributions that PSVs in this study felt they made to policing went beyond 
the offer of time and practical skills to support police officers and staff or serve the 
community. In their narratives, PSVs frequently referred to unique contributions – of bringing 
a different perspective based on previous life experiences or demographics that are 
underrepresented in the paid workforce, offering a corporate memory which, for long serving 
PSVs, may stretch far beyond that of their officer and staff colleagues, and being advocates 
of the police service.  
 
5.4.1. Different Perspectives 
 
PSVs often reflected on their capacity to bring a different angle to policing – a valuable 
‘outsider’ view from ‘inside’ the organisation. They felt they could bring “fresh ideas to the 
table and a new perspective” (Matilda, non-operational PSV survey respondent, female, long-
term volunteer, motivation and age not stated), “experience of life” (Stella, operational, 
altruistic survey respondent, female, over 65 years, long-term volunteer), and “a different 
view of everyday events” (Jocelyn, non-operational, altruistic PSV survey respondent, female, 
over 65 years, long-term volunteer). PSV interviewees frequently spoke about the broader 
perspectives and experiences that volunteers offered and, consequently, the enhanced 
service which they felt they brought to policing. As PSV Megan stated: “I think perhaps we 
bring a different dimension to the role. We’ve got different experiences. We come from the 
community. I think we are perhaps freer to express some things that maybe an officer wouldn’t 
because of all the constraints” (Megan, non-operational, altruistic, career PSV interviewee, 
female, 55-64 years, short-term volunteer). Similarly, PSV Alan highlighted the unique 
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qualities that he felt he and his fellow PSVs brought to the department in which he 
volunteered: “We give them [officers and staff] different views as well and perspectives 
because we look differently…you know for them it’s like routine. For us it’s something, we look 
at some other things…sometimes we spot things they don’t” (Alan, operational, social PSV 
interviewee, male, 55-64 years, long-term volunteer). Stakeholder Beth also highlighted the 
enhanced service delivery that PSVs can enable through new perspectives and richer 
experiences from outside policing stating that volunteers: “…have sometimes shown us that 
we can do things that we might not have even thought of doing, or brought in skills that we 
didn’t know we needed until we brought them in” (Beth, stakeholder interviewee).  
 
For some PSVs, their ability to bring different perspectives was linked to their personal 
demographics – those that are perhaps underrepresented in the paid workforce. Eric and Zoe, 
younger PSVs who both volunteered in roles that involved engagement with teenagers, felt 
that their age enabled them to deliver a unique and enhanced service:  
 
“I think they needed someone young for this role because young people need to 
look up at someone as young as they are so they can be someone on their level. 
When there’s someone older telling you what to do it can be a little bit different” 
(Eric, non-operational, altruistic PSV interviewee, male, 25-34 years, short-term 
volunteer). 
 
“I feel like I can really sit and listen to them and take them on board more…because 
I’m closer in age than some of the other officers” (Zoe, operational, career PSV 
interviewee, female, 22-24 years, long-term volunteer). 
 
At the other end of the age spectrum, retired PSV Bruce, commented on his role as part of a 
Quality Call Back team: “…people respond positively when I call them as there is more empathy 
than a young police officer could generate”. (Bruce, non-operational, altruistic PSV survey 
respondent, male, over 65 years, volunteer service length not stated).  
 
Giving only a small amount of time each week on a voluntary basis, according to some PSVs, 
meant that they were ‘fresher’ and better equipped to bring different perspectives to their 
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role – an arguably more easy-going and permissive approach, compared to their paid 
colleagues. This was noted particularly in relation to front counter volunteer roles. PSV Pippa, 
a long serving front counter volunteer, stated:  
 
“I’m quite a tolerant person with the public because I’m used to it, but I know if I 
was in that front office for 12 hours at a time, day after day, my tolerance level 
would definitely go down… if you’re not doing it as a full time job, you have more 
patience” (Pippa, operational, social PSV interviewee, female, over 65 years, long-
term volunteer).  
 
Similarly, front counter volunteer Verity commented:  
 
“I only do half a day so I’m fresher….if you’re doing something five days a 
week…you can get a bit worn down by it…I’m not stressed because it’s my choice 
and if something is bothering me, I can say no or leave” (Verity, operational, social 
PSV interviewee, female, 55-64 years, long-term volunteer). 
 
5.4.2. Corporate Memory 
 
Long serving volunteers believed they could offer a ‘corporate memory’ in some departments 
where paid members of staff frequently move around. As volunteer manager Colby 
highlighted: “…they [PSVs] often have a base of knowledge around the department and how 
things operate that is lost when paid members of staff come and go. So they’re bringing 
continuity of knowledge as well” (Colby, volunteer manager interviewee). In his research with 
PSVs in Lancashire Constabulary, Millie (2018) also commented on the importance of noting 
and valuing both the skills that volunteers bring in to the organisation from policing and non-
policing environments, and the experience that many PSVs accrue whilst serving within the 
organisation in a voluntary capacity over a considerable number of years. This is particularly 
relevant within a police workforce where it is common for officers and staff to join at a young 
age and remain for their whole career, while frequently moving around departments within 
the organisation. Indeed, as volunteer manager Colby highlighted in this study, PSV 
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experiences can extend beyond transferrable skills from outside of the organisation to 
providing corporate knowledge within it – with the longest standing members in some teams 
operating in a voluntary capacity.  
 
5.4.3. PSVs as Advocates for the Police Service 
 
The unique ‘outsider’ status of PSVs located ‘inside’ the police service was seen as 
advantageous by PSVs in this study, particularly when engaging with the public. Indeed, PSVs 
often considered themselves to be more independent and ‘of the community’ compared to 
officers and staff and, as such, able to offer a different kind of service. This was a service that 
was slightly removed from the ‘ownership’ that paid officers and staff may feel, enabling PSVs 
to adopt a more neutral approach in their encounters with the community and other 
members of the workforce.  
 
This insider-outsider status may also serve a dual purpose, with PSVs holding ‘advocacy 
potential’ on the ‘outside’ via their policing insight from an ‘insider’ perspective. PSV Connor 
spoke about “dinner table conversations” in the affluent London borough in which he lived 
between residents who “…wouldn’t give the police a tick and a star”, commenting on his 
readiness to “step up for them [the police] and be an advocate” (Connor, non-operational, 
social PSV interviewee, male, over 65 years, long-term volunteer). Stakeholders and volunteer 
managers also recognised the ‘advocacy potential’ of volunteers:  
 
“If you are a volunteer in the local police service then your family and friends think 
‘well the local police must be alright because they wouldn’t be a part of it’ so you 
get this ripple effect in terms of confidence in the community” (Clive, stakeholder 
interviewee).  
 
Furthermore, the PSV programme can help the police to establish a wider ‘reach’ in the 
community, with volunteer manager Annabelle viewing this a two way process: “I think they 
bring the community in and they take the police out” (Annabelle, volunteer manager 
interviewee). In their study of police volunteer programmes in The Netherlands, van Steden 
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and Mehlbaum (2019) argue that volunteer participation in policing can help to build 
openness and trust between the service and wider community, strengthening police-citizen 
cooperation. The authors highlight the potential that volunteers bring to “shed a fresh light 
on routine police work and bring a range of life experiences that might be beneficial to paid 
staff” while, similar to PSV Connor above, becoming ‘ambassadors’ of the police, answering 
questions and sharing constructive stories from within the police organisation (ibid: 426). 
Löfstrand and Uhnoo’s (2019: 12) research with Missing Persons Sweden – a voluntary civic 
initiative working alongside the police –  reported that both police representatives and 
volunteers assumed that the public found it easier to talk to volunteers than the police, 
commenting on their ability to “establish a type of trusting relationship that depends on the 
two parties being ‘equal”’. 
 
The aspects of PSVs’ ‘service enhancing’ contributions outlined in this section often 
overlapped with conversations around delivering services against a backdrop of reducing 
budgets in this study. As stakeholder Beth commented: “When resources get cut, you always 
still deliver the bare minimum but the niceties might fall by the wayside…Very often volunteers 
can do that” (Beth, stakeholder interviewee). While frequently presented as a welcome – and 
much needed – addition in an austere climate, these issues raise a number of challenges 
around additionality, substitution, and the appropriate role of volunteers alongside paid staff 
within the organisation – themes that are explored in more detail in Chapter Seven.  
 
5.5. The Importance of Being Useful 
 
Regardless of role type, motivation, or the nature of the contribution that PSVs perceived 
themselves to make, the overriding narrative emerging from the data was the importance of 
this perceived contribution to volunteers in this study. Similar themes of ‘doing something 
useful’ and being able to contribute helpfully to policing were also prevalent throughout PSVs’ 
accounts of their initial motivations for volunteering discussed in Chapter Four (particularly 
for The Altruistic PSV and The Social PSV). However, feelings of actually being useful and able 
to contribute in the way that they would like were not unanimous across PSVs in this study. 
This section outlines themes that emerged here – of PSVs not having enough to do and feeling 
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underused, of PSVs feeling frustrated and wanting to utilise their skills and experience more, 
and the effects of failing to offer roles that allowed them to do so on their intention to 
continue volunteering.  It also considers the process of tasking PSVs with meaningful 
assignments in an organisation that cannot be reliant on a volunteer contribution – an 
ongoing challenge faced by volunteer managers in the police service.  
 
5.5.1. Volume of Tasks and Feeling Underused 
 
Responses to a series of statements included in the survey conducted as part of this study 
indicated that PSVs were frequently very positive about the tasks they undertook and the 
contribution they felt able to make. The majority agreed (binary analysis, excluding ‘neither 
agree nor disagree’ responses which ranged between 10 and 23 respondents) that the tasks 
they did were interesting (98%, n=119/122), that they were clear about the purpose of their 
role (100%, n=119/119), the priorities of their team (98%, n=108/110), and the MPS as a 
whole (95%, n=103/108), and thought that the tasks they did helped their team (98%, 
n=113/115), the MPS (99%, n=119/120) and the community (100%, n=113/113), with minimal 
divergence by role or motivation typology.  
 
However, despite these largely positive views about the purpose and contribution of their 
roles, feelings about having enough to do and being able to ‘give’ as much as they would like 
to were notably less certain areas – themes that have been reflected in broader studies of 
police volunteering (e.g., Millie, 2018). Although still representing a sizable majority (83%, 
n=93/112) the proportion of total survey respondents who agreed that they were used 
effectively most of the time was notably lower than the statements outlined earlier around 
clarity of role, and tasks being interesting and helping the team. Some of the largest 
differences were seen in relation to statements around volume of tasks: almost half (49%, 
n=52/106) of respondents agreed with the statement ‘I am not given enough tasks to do’, 
while, in a similar vein, only seven respondents (6%, n=7/110) agreed that they were given 
too many tasks to do. Extent of agreement with these statements did not feature explicitly in 
interview encounters; however, analysis of interview transcripts highlighted some similar 
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themes with three-quarters (75%, n=15/20) of PSV interviewees feeling that they were used 
effectively in their roles and a quarter (25%, n=5/20) stating they did not have enough tasks.   
 
The data indicated some variation in PSVs’ feelings about their contribution by role and 
motivation typology. Table four sets out PSVs’ views on being used effectively, having enough 
to do, and overall satisfaction with their roles, alongside role and motivation typologies (due 
to low ‘n’ numbers in interview data, this table includes survey data only. A full breakdown of 
survey and interview data is included in appendix I, table F). 
 
Table four: PSV role type, initial motivations, and feelings about tasks  
 
Role type and initial 
motivation 
Total  
(Proportion of 
all survey 
respondents) 
Used 
effectively 
(Binary agree) 
Do not have 
enough tasks  
(Binary agree) 
Satisfied in role 
(Binary agree) 
The Operational 
PSV 
58% 
(n=76/132) 
79%  
(n=50/63) 
52%  
(n=32/61) 
87%  
(n=53/61) 
The Non-
Operational PSV 
42% 
(n=56/132) 
87% 
(n=40/46) 
45%  
(n=19/42) 
85%  
(n=41/48) 
Total − 83% 
(n=90/109) 
50%  
(n=51/103) 
86%  
(n=94/109) 
The Altruistic PSV 
 
65% 
(n=87/133) 
84%  
(n=62/74) 
50%  
(n=35/70) 
88%  
(n=64/73) 
The Social PSV 
 
24% 
(n=32/133) 
74%  
(n=17/23) 
44%  
(n=11/25) 
80%  
(n=20/25) 
The Career PSV 
 
11% 
(n=14/133) 
92%  
(n=11/12) 
46%  
(n=6/9) 
90%  
(n=9/10) 
Total − 83% 
(n=90/109) 
50%  
(n=52/104) 
86%  
(n=93/108) 
 
 
The Operational PSV survey respondent was slightly less likely to feel that they are used 
effectively in their role (79%, n=50/63 vs. 87%, n=40/46) and slightly more likely to agree that 
they do not have enough tasks to do (52%, n=32/61 vs. 45%, n=19/42) compared to The Non-
Operational PSV. Turning to motivation typologies, The Career PSV survey respondent was 
the most likely to feel that they were used effectively across both initial and continuing 
motivations, and The Social PSV the least likely (92%, n=11/12 vs. 74%, n=17/23) – although 
this increased across both datasets when considering The Social PSV as a continuing 
motivation typology (see appendix I, table F). There was little difference in terms of not having 
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enough tasks to do; although The Social PSV was amongst the least likely of the motivation 
typologies to agree that they didn’t have enough tasks to do, perhaps indicating that volume 
of tasks is less important to this type of motivated volunteer. The Social PSV initially had the 
lowest satisfaction levels of the three motivation typologies – albeit still high (80%, n=20/25); 
however, this typology presented the most notable increase in satisfaction (rising to 86%, 
n=44/51) for PSVs who defined their reasons for continuing to volunteers as social in nature 
(see appendix I, table F). Broadly similar themes were observed across interview data (again, 
presented in appendix I, table F). 
 
As table five below details, the patterns between these ‘feelings about role’ variables were 
particularly notable (due to low ‘n’ numbers in interview data, this table includes survey data 
only).  
 
Table five: Feelings about tasks  
 
Feelings about tasks 
Used 
effectively 
(Binary agree) 
Do not have 
enough tasks  
(Binary agree) 
Satisfied in 
role 
(Binary agree) 
Used effectively (Binary agree) − 32% (n=24/75) 98% (n=80/82) 
Used effectively (Binary disagree) − 89% (n=16/18) 38% (n=5/13) 
Do not have enough tasks (Binary agree) 60% (n=24/40) − 72% (n=26/36) 
Do not have enough tasks (Binary disagree) 96% (n=51/53) − 94% (n=45/48) 
Satisfied in role (Binary agree) 94% (n=80/85) 37% (n=26/71) − 
Satisfied in role (Binary disagree) 20% (n=2/10) 77% (n=10/13) − 
 
 
PSV survey respondents who agreed that they were used effectively were considerably more 
likely to feel satisfied in their roles (98%, n=80/82) and less likely to agree that they did not 
have enough tasks to do (32%, n=24/75) compared to those who did not feel that they were 
used effectively (only 38% – n=5/13 – were satisfied in their roles, while 89% – n=16/18 – 
agreed that they did not have enough tasks to do). This trend remained consistent throughout 
cross-tabulation of other survey statement responses: those who agreed that they were not 
given enough to do were less likely to state that they felt they were used effectively and less 
likely to feel satisfied in their roles compared to those who disagreed with this statement, 
while almost all survey respondents who felt satisfied in their role agreed that they were used 
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effectively compared to just a fifth who were not satisfied. Furthermore, those who felt 
satisfied in their role were considerably less likely to agree that they did not have enough 
tasks to do. 
 
5.5.2. Failing to Utilise PSV Skills and Experience  
 
Frustration at not having an adequate supply of suitable tasks and opportunities to usefully 
contribute to policing was a theme infused throughout open ended, qualitative survey 
question responses. When asked about the negatives of volunteering with the MPS, although 
the most common response was ‘nothing’, the next most frequently cited issue was linked to 
not being given enough to do. Respondents referred to a “lack of suitable tasks” (Kyran, 
operational, altruistic PSV survey respondent, male, over 65 years, short-term volunteer), 
“not being able to do more” (Darinka, operational, social PSV survey respondent, female, over 
65 years, long-term volunteer), and “wasting time with absolutely nothing to do and no one 
to go to to find out anything” (May, non-operational, social PSV survey respondent, female, 
55-64 years, long-term volunteer). Even for PSV Aaliyah who spoke about “loving my 
volunteering roles” there was a sense that “it could be so much more” (Aaliyah, non-
operational, altruistic PSV survey respondent, female, 35-44 years, long-term volunteer).  
 
However, for some PSVs, frustrations went beyond volume of tasks to the type of activities 
that volunteers were involved in. Making better use of volunteer skills and experience, 
ensuring suitable tasks are available, and placing volunteers in roles where they can be most 
appropriately involved was important to PSVs in this study – rather than simply being ‘busy’ 
or having enough to do. Similar themes have emerged in other studies of police volunteering 
with Callender et al.’s (2018a) national survey of PSVs reporting notably less favourable 
responses to statements around ‘Skill Recognition and Development’ compared to other 
categories, with a third of respondents disagreeing that the force used them to their full 
potential or had given them opportunities to utilise their full range of skills and abilities. As 
PSV Lily in this study highlighted: “The skills of volunteers are many and varied. The MPS would 
benefit if it could find a way of utilising these skills more effectively” (Lily, operational, social 
PSV survey respondent, female, over 65 years, long-term volunteer). Attempts to effectively 
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utilise PSV skills were currently not taking place, according to some survey respondents. PSV 
Tommy commented: “Many volunteers have amazing experience, which is not tapped” 
(Tommy, operational, altruistic PSV survey respondent, male, over 65 years, long-term 
volunteer), while PSV Phillip felt there was “lots of enthusiasm and talent being wasted on 
trivial tasks” (Phillip, non-operational, altruistic PSV survey respondent, male, over 65 years, 
short-term volunteer). Similarly, PSV Sebastian spoke about volunteers who “in their other 
life were experts in different fields and I can't help feeling that this is wasted” (Sebastian, 
operational, social PSV survey respondent, male, over 65 years, long-term volunteer).  
 
When asked about factors that would make volunteering more beneficial to the MPS and to 
volunteers themselves, again survey respondents spoke about the organisation making better 
use of volunteers, in terms of the time they give and the skills they bring, arguing that the 
Metropolitan Police “should take advantage of the skills and conscientiousness of – 
particularly older – volunteers who offer time and experience for nothing” (Stella, operational, 
altruistic survey respondent, female, over 65 years, long-term volunteer), and “consider what 
skills volunteers have and make the most of them. We want to give up our time to help and 
only need to be asked” (Aaliyah, non-operational, altruistic PSV survey respondent, female, 
35-44 years, long-term volunteer). The importance of allowing PSVs to use their skills was 
underlined by PSV Samuel who spoke positively about his role – relating this firmly to the type 
of activities he carried out within it:  
 
“I feel lucky that I have found a role that uses my skills and am part of a team that 
is really appreciated by the teams and officers we help. Until I found this role, I did 
not feel so positive about my contribution” (Samuel, operational, social PSV survey 
respondent, male, 55-64 years, long-term volunteer). 
 
Feeling underutilised and not having enough tasks to do was a slightly weaker theme in 
narratives of PSV interviewees compared to survey responses; although, there may have been 
some response bias here. Less satisfied PSVs, or those who felt compelled to raise issues, may 
have been incentivised to complete the survey, or felt more comfortable expressing less 
positive views in a remote data gathering situation, compared to more intimate face-to-face 
interview encounters. However, there was a sense from some PSVs interviewed  that they 
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could “add a lot more than we do at the moment” (Isobelle, non-operational, altruistic PSV 
interviewee, female, 35-44 years, long-term volunteer), and that the additional capacity that 
they bring could contribute to higher turnover of work and allow officers and staff to use their 
time more productively “if volunteers were actually used in the correct way” (Harley, 
operational, career PSV interviewee, male, 35-44 years, short-term volunteer).  
 
Indeed, although feelings of being underused were less prevalent in this dataset, the positive 
views that interviewees shared about their capacity to make a valid contribution in their roles 
served as a reminder of the importance of this to the PSV experience. PSV Verity spoke about 
her experiences of “feeling useful” (Verity, operational, social PSV interviewee, female, 55-64 
years, long-term volunteer), while Salma reflected on being able to “utilise the skills I have to 
offer” (Salma, non-operational, altruistic PSV interviewee, female, 45-54 years, long-term 
volunteer). PSV Harley enjoyed a sense of pride in “being part of the puzzle” on high profile 
cases (Harley, operational, career PSV interviewee, male, 35-44 years, short-term volunteer), 
and PSV Ayla highlighted the sense of achievement they have when, at the end of a 
volunteering shift, they feel “I’ve helped someone and I’ve done something” (Ayla, non-
operational, altruistic PSV interviewee, female, 55-64 years, short-term volunteer). The 
positive descriptions of tasks given by these PSVs communicated a sense of group 
membership and contributing to a common good – contextual factors that van Knippenberg 
(2000) argues can make a volunteer’s commitment and role identity more salient. This can 
serve to enhance an individual’s performance, their willingness to work for the interests of 
the group, and their intention to continue to volunteer (Marta et al., 2014).  
 
5.5.3. Being Useful and Intentions to Continue Volunteering 
 
Being useful and feeling able to contribute as they hoped they would be able to from the 
outset of their volunteering role was influential in decisions to continue volunteering for PSVs 
in this study. While no PSVs stated definitively that they were planning to leave their role, a 
minority of survey respondents (11%, n=13/117) and interviewees  (15%, n=3/20) were 
unsure about their intentions to continue volunteering – the primary driver for which was not 
having enough suitable tasks to do or being able to make the contribution that they would 
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like to. Indeed, in the survey, those respondents who were unsure about their intention to 
continue volunteering were proportionately less likely to state that they were used effectively 
(44%, n=4/9), more likely to agree that they were not given enough tasks to do (80%, n=8/10), 
and less likely to feel satisfied in their roles (40%, n=4/10), compared to those who intended 
to continue volunteering (87% or n=74/85, 45% or n=35/78, and 93% or n=77/83 
respectively). PSV Pearl stated: “I have other projects which I wish to pursue and cannot afford 
to constantly sit in an office doing nothing” (Pearl operational, altruistic PSV survey 
respondent, female, over 65 years, long-term volunteer), while PSV Annie commented: 
“Because I am getting very bored. We have had so much work taken away from us over the 
years that we are left with hardly anything to do without getting an officer to deal with the 
problem” (Annie, non-operational, social PSV survey respondent, female, over 65 years, 
volunteer service length not stated). Similarly, the three PSV interviewees who were unclear 
about their future in volunteering within the Metropolitan Police Service each stated that 
they were not used effectively or given enough tasks to do, and did not feel satisfied in their 
roles. PSV Isobelle – although largely positive about her role throughout the interview – 
commented: “If my hours don’t pick up and I don’t feel like I’m contributing anything, then I 
would look to move to a different role. There’s people that want volunteers everywhere” 
(Isobelle, non-operational, altruistic PSV interviewee, female, 35-44 years, long-term 
volunteer). 
 
Failing to offer satisfying and rewarding volunteering opportunities (or, at least, effectively 
managing expectations) has been linked to a negative impact on enthusiasm, commitment, 
and intention to remain a volunteer – both within policing organisations and broader 
volunteering contexts, with volunteers across different sectors attaching considerable 
meaning to being useful, seeing how they contribute to the priorities and mission of the 
organisation, and feeling that their time is well spent and worthwhile (e.g., Wisner et al., 
2005; Alfes et al., 2017; Ramshaw and Cosgrove, 2019). Indeed, feeling under involved was 
the most common reason given by PSVs in Callender et al.’s (2018a) study who were planning 
to leave volunteering in the next year. Special Constables have reported similar accounts for 
choosing to leave the service – uninteresting roles, lack of understanding of their skills, and 
not being tasked in a worthwhile manner – underlining the importance of meaningful 
deployment in terms of volunteer morale, sense of value, and retention (Whittle, 2014; 
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Callender et al., 2018b). In their study of volunteers involved in the Sydney Olympic Games, 
Fairley et al. (2014) highlighted the importance of acknowledging the skills of volunteers, and 
any previous commitment they may have given to other volunteering roles. Failing to 
recognise these existing skills, experiences, and role identities can leave volunteers feeling 
undervalued and underutilised, and struggling to revise and rebuild their identity as a 
volunteer – a factor that has been shown to be influential on volunteer performance and their 
intention to continue to give their time (van Knippenberg, 2000; Marta et al., 2014). These 
findings point clearly to the importance of appropriate tasking for volunteers. Indeed, 
understanding the skills and experience that volunteers bring, and creating meaningful 
placements that are interesting and give them opportunities to use these skills, holds 
significant implications for volunteer morale (Bullock, 2014; Callender et al., 2019; Ramshaw 
and Cosgrove, 2019).  
 
5.5.4. Challenges of Tasking PSVs 
 
However, as Bullock (2014) highlights, matching PSVs to suitable placements is difficult to 
achieve. The challenge of sourcing and delegating meaningful – rather than just ‘busy’ – work 
(or tasks) has been recognised across volunteering more broadly (Shin and Kleiner, 2003). This 
presents additional complications within organisations such as policing – an emergency 
service where the vast majority of ‘business’ is delivered by a waged workforce. Ayling (2007: 
90) acknowledges the complex nature of distinguishing between “appropriate and 
inappropriate citizen law enforcement activity”, enabling officers to “welcome the former and 
condemn the latter”. Tasks need to meet business requirements, as well as acknowledge 
volunteer skills, experience or preference, and usefully add – but not be central – to service 
delivery.  
 
While stakeholder and volunteer manager interviewees in this study were keen for PSVs to 
undertake meaningful roles, they acknowledged challenges of sourcing tasks that were not 
critical to delivery of policing services. As volunteer manager Marsha commented:  
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“Preparing work for a volunteer can be difficult in terms of what do we prepare? 
If the volunteer doesn’t turn up can we still carry on as business as usual? So it’s 
not being able to rely upon the volunteer too much, but to some extent having 
work for the volunteer to be there” (Marsha, volunteer manager interviewee).  
 
In one volunteer interview, an officer was present in the room and commented on this issue 
– making points that the volunteer reiterated: [Referring to the volunteer interviewee] “I 
mean they are committed, they are passionate, but in theory, I could come in to work and 
they’re not here and there’s nothing I can do about it”. The volunteer interviewee, PSV Max, 
added: “Who’s to say we’ve got to turn up?” (Max, operational, altruistic PSV interviewee, 
male, over 65 years, long-term volunteer).  
 
PSV Connor developed this theme further:  
 
“You see the police have a lot of problems…with volunteers because they can’t rely 
on us. If I don’t want to come in I don’t come in…Therefore something which 
requires commitment to time and place and regularity is not really the sort of thing 
where volunteers fit comfortably. The police have trouble with that” (Connor, non-
operational, social PSV interviewee, male, over 65 years, long-term volunteer).  
 
Holmes (2003: 343) comments on volunteers, as “unpaid workers unbound by contracts of 
employment”, who have “traditionally been considered as unreliable and unprofessional”. The 
years of service that many PSVs in this study had given to policing, and nature of tasks that 
some of them carried out (e.g., viewing CCTV footage in high profile cases, staffing sometimes 
busy police station front counters) would contest this; however, the fact remains that 
volunteers, in theory, do present an uncertain and potentially unreliable source of labour. For 
this reason, and others related to issues of job substitution when involving volunteers in a 
paid workforce, navigating the place of the PSV within the police service, and enabling them 
to make the valid contribution that this chapter suggests is important, can be challenging.  
This calls for clarity on the purpose of volunteers within the organisation and a comprehensive 
infrastructure to support their involvement – issues that will be explored in further detail in 
Chapter Seven.  
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5.6. Chapter Summary and Conclusion  
 
This chapter has explored the roles that PSVs occupy and the tasks they undertake – a diverse 
assemblage including administration, operational support, community facing services, and 
other special interest functions (gardening, events management etc.) represented in this 
single force sample alone. The roles that PSVs carry out are often varied, flexing beyond the 
role description, and many freely give sizable amounts of their time to these. The descriptions 
that PSVs in this study gave of the contribution to policing that they felt they made through 
these roles pointed to three clear themes: freeing up officer and staff time; serving the 
community; and contributing skills and time. Analysis by role typology indicated that The 
Operational PSV was more likely to view their contribution in terms of serving the community 
compared to The Non-Operational PSV, particularly within survey data, likely driven by the 
representation of front counter volunteers included in this sample who gave their time in 
public facing roles. However, the PSVs in this study perceived their contribution to go beyond 
the offer of time and practical skills to support police officers and staff or serve the 
community, with narratives making reference to a host of unique contributions – of different 
perspectives, a long standing corporate memory sometimes stretching beyond that of the 
officers and staff alongside them, and their potential to advocate on behalf of the police 
service from their position as an ‘outsider’ on the ‘inside’.  
 
While PSVs in this study presented largely positive views around the tasks they undertook 
and the contribution they made (i.e., interesting roles, tasks that they feel help their team, 
the MPS, and the community) there was more uncertainty around feeling that they were used 
effectively or had enough tasks to do. The Operational PSV survey respondent was generally 
less likely to agree that they were used effectively, and more likely to agree that they did not 
have enough tasks. With front counter service volunteers featuring heavily within The 
Operational PSV typology these findings may reflect footfall in some front counters, or 
heightened expectations of an anticipated contribution that operationally-focused PSVs may 
hold – which prove challenging to meet within an environment that sometimes struggles to 
task volunteers. Similar to Chapter Four, it was often The Career PSV that featured within 
notable divergent trends across contribution data, with PSVs in this motivation category 
amongst those feeling like they were used most effectively. Again, it was difficult to identify 
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the factors underlying this; however, as suggested in Chapter Four, The Career PSV may be 
less likely to continue volunteering (and, therefore, would not feature in the data collected 
for this study) if the role does not service their needs (including the contribution they hope 
to make). This perhaps reflects the more focused nature of career or personal development-
type motivations, rather than broader ‘helping’ tendencies or social goals of The Altruistic PSV 
and The Social PSV.  
 
While themes emerged around perceptions of contribution by role and motivation typology, 
some of the strongest patterns were seen within these ‘feelings about role’ variables. PSVs 
who agreed that they were used effectively were considerably more likely to feel satisfied in 
their roles, and less likely to agree that they did not have enough tasks compared to those 
who did not feel that they were used effectively – a trend that remained consistent 
throughout cross-tabulation of the other two survey statement responses (i.e., those who 
agreed that they were not given enough to do were less likely to state that they felt they were 
used effectively and less likely to feel satisfied etc.). Furthermore, the small proportion of 
PSVs in this study who were unsure about their future volunteering were less likely to feel 
that they were used effectively, more likely to agree that they were not given enough tasks 
to do, and less likely to be satisfied in their roles. Indeed, the tasks that PSVs undertook and 
the contribution they felt able to make in their volunteering roles held great meaning to PSVs 
in this study, and were influential on feelings of satisfaction in their role and their intention 
to continue volunteering – a theme that has been reflected in studies of Special Constables 
(e.g., Whittle, 2014) and broader volunteers in not-for profit organisations (e.g., Wisner et al., 
2005).  
 
PSVs’ narratives of feeling underused outlined in this chapter perhaps throw suggestion that 
the police are relying increasingly on PSVs in times of austerity in to some doubt. It is 
undeniable that some PSVs are undertaking roles that previously were carried out (indeed, 
still are in some locations) by warranted officers or paid staff – most notably on police station 
front counters. However, the sample in this study does not overwhelmingly point to PSVs 
neatly ‘slotting in’ to roles and taking on tasks that were previously held by officers and staff 
– but rather a cohort of volunteers who have the capacity (and – according to those who felt 
that their skills were underutilised – the capability) to do more, and want to contribute further 
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in their roles. The next chapter turns its focus to the police organisation itself, considering the 
experiences of PSVs and their feelings of being valued and involved by others within the 
unique environment of policing – a space that arguably differs from many other volunteering 
‘realms’.  
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6. Chapter Six: PSV Experiences within the Metropolitan Police 
Service   
 
6.1. Introduction  
 
The experiences that volunteers have within the organisation in which they choose to give 
their time – particularly those which communicate a sense of recognition and value – are 
highly influential in terms of the contribution they feel able to make, their performance, and 
their intention to continue to volunteer. These factors form a meaningful interaction with 
dispositional features (those that reside within the individual, discussed in Chapter Four) 
around why people initially choose to volunteer, and why they continue to do so (Grube and 
Piliavin, 2000; Penner, 2002). The College of Policing (undated) posit that successful 
volunteering programmes go beyond providing resources, to creating an environment where 
volunteers in policing feel valued. This sense of value is important to maintaining volunteer 
enthusiasm and ensuring commitment within a voluntary role, and is influential in a 
volunteer’s decision to continue to give their time (Callender et al., 2018b; Ramshaw and 
Cosgrove, 2019).  
 
Volunteers’ motivations and the contribution they feel able to make within their roles – 
themes explored in the previous two chapters – play a pivotal role in the volunteer ‘journey’, 
and are an important part of ‘joining’, ‘belonging’ and ‘connecting’ with the organisation 
within which the volunteering takes place (Wisner et al., 2005; Callender et al., 2019). 
However, the day-to-day realities of volunteering in the police service most commonly take 
place alongside officers and paid members of staff, and it is through these encounters that 
the motivations for volunteering discussed in Chapter Four are fulfilled, the ability to 
contribute in ways that PSVs hope (issues that Chapter Five suggests PSVs attach great value 
to) are realised, and where feelings of recognition, integration, and being valued (or not) are 
most keenly felt.  
 
Analysis of national PSV survey data by Callender et al. (2019) identified an association 
between PSV morale and a range of factors relating to their connection and contribution 
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within the policing organisation, including feelings that they were treated fairly as a volunteer, 
appreciated for the time they give and impact they made, and that their efforts as a volunteer 
were recognised – elements that have been associated closely with feelings of satisfaction 
(Wisner et al., 2005; Bullock, 2017). Furthermore, experiences within the organisation, 
including opportunities to engage and interact with others and be exposed to validation for 
their contribution, have been linked to the formation of role identity and organisational 
commitment – features shown to be influential in terms of volunteer performance, retention, 
and longer-term engagement (Davis et al., 2003; Chacón, et al., 2007; Laverie and McDonald, 
2007; Grönlund, 2011). 
 
This chapter considers issues of volunteer recognition and integration through the 
experiences of PSVs in this study, and the meaning that they attach to them as volunteers in 
the Metropolitan Police Service. It explores the interpersonal features of volunteering with 
the police service – of being part of a team, being involved, and being valued – the influence 
these have on feelings about being a PSV and, drawing on the typologies developed in 
Chapters Four and Five, whether experiences differ by role or motivation. The chapter 
considers PSVs’ experiences of feeling integrated within the police service, and how messages 
around the value that the organisation places on PSVs (or not), and the support they offer, 
are conveyed. Building on the contributions that PSVs perceive – and hope – they are able to 
bring discussed in Chapter Five, this chapter considers how the police service makes efforts 
to involve and recognise those who are willing to freely give their time.  
 
6.2. Being Part of the Team, Being Involved, and Feeling Valued 
 
The survey conducted as part of this study included 15 statements grouped in to three areas 
exploring respondents’ relationships with others and their feelings of being integrated and 
valued within their volunteer role: being part of the team (‘I feel that I am part of a team’; ‘I 
feel that I am part of a team that includes police officers’; ‘I consider other Met Volunteers as 
colleagues’; ‘I consider police officers as colleagues’; ‘I consider police staff as colleagues’; 
‘Police officers see me as part of the team’; and ‘The general public see me as part of the 
police service’); being involved, (‘I feel able to make suggestions and share ideas that I think 
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will help my team/the MPS as a whole’; ‘My suggestions and ideas are taken into 
consideration’; ‘I am asked for my suggestions and ideas’; and ‘I am involved in decision 
making’); and being valued (‘I am treated with respect by other Met Volunteers’; ‘I am treated 
with respect by police officers’; ‘I am treated with respect by police staff’; ‘I feel well 
integrated into the MPS’; and, ‘I feel I am valued in my role as a Met Volunteer’). 
 
6.2.1. Being Part of the Team and Feeling Valued 
 
Extent of agreement to these statements highlighted a range of strong positive feelings 
amongst PSVs, particularly in relation to some aspects of being part of the team, and a sense 
of being valued. The majority of PSVs felt part of the team in which they volunteered (86%, 
n=110/128), and considered other Met Volunteers (92%, n=118/128), police officers (83%, 
n=106/127), and police staff as colleagues (89%, n=109/123). The next largest group of 
responses was ‘neither agree nor disagree’ – between eight and 18 respondents – with a 
minority of respondents (between one and four of the survey sample) disagreeing. 
Statements focused on PSVs’ experiences of being valued also generated high levels of 
support: almost all PSVs agreed that they were treated with respect by other Met Volunteers 
(95%, n=121/127), police officers (89%, n=114/128), and police staff (90%, n=114/127), and 
felt valued in their role (88%, n=109/124). A minority (between five and 14) neither agreed 
nor disagreed with these statements, with the smallest proportion (between zero and four 
respondents) disagreeing. In terms of being involved, the majority (84%, n=100/119) of 
respondents felt able to make suggestions and share ideas that they thought would help their 
team (14 respondents stated ‘neither agree nor disagree’ to this statement, followed by five 
who disagreed). Analysis by the typologies developed throughout this study indicated 
minimal difference between responses to these statements, suggesting a homogeneity of 
experience around being part of a team and feeling valued that cut across operational and 
non-operational roles, and altruistic, social, and career motivated individuals.   
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6.2.2. Being Involved and Being Part of the Team 
 
Responses to statements around feelings of being involved (part of decision making, able to 
offer suggestions and ideas that will help the team/MPS as a whole, and which are taken in 
to consideration), and the remaining aspects of being part of the team (the extent to which 
PSVs feel that officers and the general public see them as being part of the team, and how 
integrated they feel within the Metropolitan Police Service as a whole) fostered notably lower 
levels of support, compared to those outlined above. In terms of being involved, just over 
three quarters (76%, n=87/114) of PSV survey respondents agreed that their suggestions and 
ideas were taken in to consideration, less than two thirds (61%, n=71/117) agreed that they 
were asked for suggestions, while only a third (33%, n=36/110) felt involved in decision-
making. Within the being part of a team ‘suite’ of statements, just under three quarters (72%, 
n=88/123) of respondents agreed that police officers see them as part of the team, while a 
lower proportion (65%, n=74/114) felt that the general public see them as part of the team. 
Around three-quarters (77%, n=92/120) of PSV survey respondents agreed that they felt well 
integrated in the Metropolitan Police Service.  
 
With the exception of responses to the statement ‘I am involved in decision making’ (which 
presented a roughly even split across each response category – a third (33%, n=36/110) agree, 
with a similar proportion neither agree nor disagree (35%, n=39/110), and disagree (32%, 
n=35/110)), these statements still indicated a majority ‘agree’ result with only a small 
proportion of respondents (between three and 16) disagreeing. However, the notable feature 
here are the elevated levels of ‘neither agree nor disagree’ responses (between 21 and 32 
respondents) – higher than observed amongst responses to most other statements in this 
section and those included in Chapter Five. 
 
It is difficult to unpack meaning within neutral ‘neither agree nor disagree’ response 
categories. Previous studies have pointed to poor motivation to complete the survey with the 
middle option minimising cognitive effort required to make a choice (a practice termed 
‘satisficing’ by Krosnick (1991)) (Nowlis et al., 2008); ambivalence or uncertainty (Bishop, 
1987); viewing the middle option as a more socially acceptable manner in which to say ‘I don’t 
know’ (Sturgis et al., 2014); a central tendency bias (Nadler et al., 2015); or, indeed, 
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reluctance to express a potentially embarrassing or socially undesirable view (Krosnick et al., 
2002; Nadler et al., 2015). These ‘undecided’ respondents may be those who lack a fully 
formed opinion, or who have limited knowledge upon which to base their answer (Krosnick 
et al., 2002). If lack of experience is driving these middle option responses in these categories, 
this may point to PSVs’ limited exposure to police officers, the general public, or decision-
making opportunities. If responses are based on experience, then it suggests uncertainty of 
feeling following contact with police officers or the public, or opportunities (or, indeed, lack 
of) to be involved in decision-making. Either scenario indicates areas of the police 
organisation that PSVs are excluded from to some degree. Given the considerably more 
notable variance in responses to these statements, it is interesting to explore the extent of 
agreement (as a proportion of all responses – including ‘neither agree nor disagree’) by the 
motivation and role typologies developed in the previous chapters (see appendix I, table G 
for a full breakdown of survey data. PSV interviewees were not explicitly asked about their 
extent of agreement to these statements and, unlike in previous chapters, it was not possible 
to clearly extrapolate these views from interview transcripts). 
 
6.2.3. Being Part of the Team, Being Involved, and Feeling Valued by Role and 
Motivation Typology 
 
Analysis of these more variable responses to statements around being part of the team, being 
involved, highlighted some differences by role and motivation, pointing to the multifarious 
nature of PSV experiences alongside officers, staff, other volunteers, and the public in their 
roles (see appendix I, table G for a full breakdown of data). Indeed, in this study, it was The 
Operational PSV who more frequently felt that the public saw them as part of the team (79% 
or n=52/66 compared to 43% or n=19/44 of their non-operational counterparts) – likely 
driven by the public facing and highly visible front counter volunteer role that formed the 
majority of this cohort (74%, n=56/76 of all operational PSV survey respondents held front 
counter roles). However, The Non-Operational PSV was proportionately more likely to agree 
that they were asked for suggestions and ideas (69% or n=35/51, compared to 54% or 
n=34/63 of operational PSVs).  
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Feelings of being integrated in the Metropolitan Police were fairly evenly distributed (albeit 
with slightly elevated levels for The Non-Operational PSV and The Career PSV); however, there 
were some more notable trends within responses to a further question asking survey 
respondents about changes in their feelings of being integrated and part of the team in their 
volunteering role within the MPS. Just under half of respondents (46%, n=60/130) thought 
this had got better over the time they had been volunteering, with just over a third (35%, 
n=46/130) reporting no change, and a minority (12%, n=16/130) stating that it had got worse. 
There was little difference in response by role; however, by motivation typology, it was The 
Altruistic PSV that constituted the majority of ‘got worse’ responses both for initial (81%, 
n=13/16) and continuing (69%, n=11/16) motivations.   
 
Indeed, it was The Altruistic PSV who presented some of the most notable trends here, both 
in terms of being less likely to feel that police officers saw them as part of the team compared 
to other motivation typologies, and stating that feelings of being integrated had got worse 
over the time they had been volunteering. It is unclear what is driving this; however, 
qualitative data discussed later in this chapter point to the importance of relationships with 
officers, staff and fellow volunteers to The Altruistic PSV. In their study of volunteers in youth 
organisations, Cornelis et al. (2013) highlighted the influence of other-oriented (i.e., those 
that are altruistic in nature) volunteer motivations on predicting extra-role behaviour – doing 
more than expected or included in the volunteer role. Similarly, it may be that PSVs motivated 
by altruistic intentions in this study held higher expectations around how they would like to 
contribute and be part of the police service, and more keenly felt frustrations when this did 
not come to fruition as they anticipated it would. 
 
6.2.4. The Influence of Being Part of the Team, Being Involved, and Feeling Valued 
on Satisfaction 
 
Similar to findings presented around PSV motivations in Chapter Four and contributions in 
Chapter Five, some of the most notable trends were between variables measuring feelings 
about being part of the team, involved, and valued, and the influence that these seemed to 
have on volunteers feeling satisfied within their roles. PSV respondents who felt that police 
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officers saw them as part of the team were more likely to feel that the public also did, and to 
feel involved, integrated, and satisfied in their roles compared to those who neither agreed 
nor disagreed, or disagreed with this statement. Being involved variables were closely 
clustered, with links between agreement that suggestions and ideas were taken in to 
consideration, and proportionally greater likelihood of agreement around being asked for 
suggestions, involved in decision making, and feeling satisfied in volunteer role. This trend 
remained across each combination of variables. Furthermore, those that agreed with the 
collection of being involved statements, in the main, were also more likely to feel that police 
officers and the public saw them as part of the team, and to feel well integrated and satisfied 
in their role.  
 
The direction of this positive trend largely remained across variables: feeling well integrated 
was linked to feeling that officers saw them as part of the team and feeling involved – similarly 
with feelings of being used effectively and feeling satisfied in their role. Conversely, agreeing 
that they did not have enough to do was associated with PSVs giving less positive responses 
in terms of being part of the team, and feeling involved, integrated, and satisfied (see 
appendix I, table H for a full breakdown of data). It is perhaps unsurprising that these factors 
were related. Sharing information, involving volunteers in decision making, and making them 
feel part of the organisation have been shown to be important across volunteering more 
broadly, demonstrating that the organisation values and trusts their volunteers and treats 
them with respect, which leads volunteers to reciprocate through favourable attitudes and 
behaviours (Sagar, 2005; Alfes et al., 2017). Volunteers’ interactions alongside others in the 
organisation (particularly through being involved in decision making and receiving feedback), 
have also been recognised as instrumental to the formation of role identity – an essential 
predictor of performance and retention of volunteers (Grönlund, 2011). Indeed, in their 
research with volunteers at the 2000 Sydney Olympics, Fairley et al. (2014) found that shared 
experiences, interaction, and teamwork were influential in the development of role identity. 
Young adult volunteers in Marta et al’s. (2014) study reflected on the importance of seeing 
their contribution as consistent with the wishes of significant others within the organisation. 
When the value of their contribution was communicated to them – through feedback and 
recognition for the time and skills they gave – they were more likely to think of themselves as 
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a volunteer which, the authors argue, was directly associated with their intentions to continue 
volunteering, predicting likely continuation (or not) up to three years in the future (ibid.).  
 
The variable that presented slightly surprising themes was around PSVs feeling that the public 
saw them as part of the team: proportionately more respondents who neither agreed nor 
disagreed or disagreed that they were asked for suggestions and ideas stated that they felt 
that the public saw them as part of the team. There were similar findings around being used 
effectively, while satisfaction levels remained largely the same regardless of PSV views around 
the public seeing them as part of the team. Reasons behind this are unclear; however, it may 
be that respondents are unaware of how they are perceived by the public, and are using the 
‘neither agree nor disagree’ response option, as Sturgis et al. (2014) suggest, a socially 
acceptable ‘I don’t know’. Alternatively, it may be that perceptions of the public are actually 
less influential on PSVs’ views of being involved, valued, and satisfied in their volunteer role 
– unlike being viewed as part of the team by police officers which seemed to exert 
considerable influence over extent of agreement with other statements.  
 
6.3. Being Recognised and Feeling Appreciated  
 
Despite some less certain views outlined above, the survey data indicated largely positive 
experiences of feeling valued, treated with respect, and able to make suggestions within a 
team in which officers, staff, and other volunteers were considered as colleagues for the 
majority of PSV survey respondents in this study. A sense of being part of, and involved in the 
work of, the team, and recognised for the contribution they made were important factors in 
the process of feeling valued for PSVs in this study – themes that came through clearly during 
interview discussions and in freetext survey comment fields. Although survey respondents 
often gave positive comments in freetext fields (and, given the responses to statements from 
many survey respondents outlined above, clearly held positive views), it was more frequently 
PSV interviewees that shared experiences of feeling valued and recognised within their 
volunteer role, perhaps reflecting the face-to-face nature of the research encounter 
(compared to more ‘remote’ data gathering via the survey in which respondents may have 
felt more comfortable sharing less positive views). This section presents PSVs’ experiences of 
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being recognised and feeling appreciated through three themes that emerged from interview 
data: feeling valued by others; markers of being involved; and symbols of recognition.  
 
6.3.1. Feeling Valued by Others 
 
For some PSVs, feeling valued in their role was closely linked with colleagues who they worked 
alongside and their efforts to recognise and acknowledge the PSV contribution: “I enjoy the 
work that I am involved with and have a good working rapport with the staff in the section 
that I am in. I know I am a valued member of the team because I am regularly told so” (Lia, 
non-operational, altruistic PSV survey respondent, female, over 65 years, long-term 
volunteer); “My contribution is appreciated by the team I work with, which makes for an 
enjoyable working environment. The 11 years given as a volunteer speaks for itself” (Orla, 
non-operational, altruistic PSV survey respondent, female, over 65 years, volunteer service 
length not stated). “They don’t treat us any different… you could easily go somewhere and 
they’ll think ‘oh you’re a volunteer’ but, hands on heart, they are brilliant” (Jodie, non-
operational, altruistic PSV interviewee, female, over 65 years, long-term volunteer). The 
importance of relationships with officers, staff and fellow volunteers was a theme that 
emerged across motivation typologies; however, it is notable that each of these comments 
came from The Altruistic PSV – those who defined their motivations in terms of wanting to 
make a positive difference and ‘give back’ to the police service or community. As outlined in 
Chapter Five, freeing up officer or staff time to enable them to carry out other tasks was one 
of the most frequently mentioned perceived contributions of The Altruistic PSV; therefore, 
feeling that they are part of the team and that their contribution is recognised by others 
around them may hold particular resonance for this cohort of volunteers. Indeed, Wisner et 
al. (2005) assert that assumptions that altruistic motivations are enough to secure volunteer 
satisfaction and loyalty are misguided, highlighting the significance of volunteers being shown 
and understanding the value that they bring to an organisation.  
 
Recognition for their voluntary contribution exceeded what some PSVs felt they had received 
in their current or former paid positions: “In my working life…I don’t think I ever got any 
appreciation because I was dealing with the problem…whereas here virtually every job I’ve 
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done I have got a note of thanks and I’ve never got that as a paid person” (Alan, operational, 
social PSV interviewee, male, 55-64 years, long-term volunteer). PSV Verity made a similar 
comment, underlining the importance of recognition to a PSV’s feelings about their role:  
 
“It’s lovely to know that you’re valued, that you’re making a bit of a difference and 
that it’s worth your while. I probably had more recognition as a volunteer than I’ve 
ever had in my professional career! Because it’s expected of you, because you’re 
paid, it is a different requirement” (Verity, operational, social PSV interviewee, 
female, 55-64 years, long-term volunteer).  
 
6.3.2. Markers of Being Involved  
 
A sense of being involved and asked for their input – or simply receiving feedback – was 
central for volunteers, particularly in terms of feeling valued and part of a team. PSV Salma 
commented:  
 
“I feel very much I am a part of their team. I’ve been involved in conversations 
about how we should do a certain thing or structure a certain thing, and ‘what do 
you think about this?’ My opinions are sought and I am part of the conversation” 
(Salma, non-operational, altruistic PSV interviewee, female, 45-54 years, long-
term volunteer).  
 
PSV Verity reflected on these themes of being involved and valued within a ‘professional’ 
volunteer environment, contrasting this with their experiences as part of wholly voluntary 
organisations:  
 
“…it’s a different attitude. If you’re a volunteer working with professionals, 
everybody is really grateful for anything you do and that’s really nice actually…’oh 
thank you so much for helping us’. Whereas if everybody is a volunteer, everyone 
is like ‘well I’ve done this and you haven’t done as much as me’ and there’s all that 
business…That’s the thing – it’s amateur, rather than professional, and I like to be 
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in a professional environment” (Verity, operational, social PSV interviewee, 
female, 55-64 years, long-term volunteer).  
 
For PSV Fred, a sense of being involved was signalled by being able to joke with officers and 
staff and be part of team ‘banter’: “When they pull your leg, you know you’re one of them” 
(Fred, operational, social PSV interviewee, male, over 65 years, long-term volunteer). 
Although perhaps at the opposite end of the spectrum to the positive feelings that PSV Verity 
derived from being in a professional environment, for PSV Bruce being part of the general 
camaraderie in the police station was an important marker of being involved in his volunteer 
role.  
6.3.3. Symbols of Recognition  
 
A common theme throughout PSVs’ positive experiences of being recognised and valued – 
perhaps rather unsurprisingly – was being told and shown that they were. PSVs often 
mentioned emails they had received thanking them for their contribution, officers and staff 
buying cakes to share in the office or other small tokens to express their appreciation, 
volunteer managers arranging social visits to places of interest, and being included in team 
social events. PSV Alan spoke about a number of occasions where officers had brought small 
gifts to thank him for his contribution: “I just did a bit of work in there for [officer name] and 
he bought me a bottle of wine and I did find that rather embarrassing. It was appreciated but 
not expected” (Alan, operational, social PSV interviewee, male, 55-64 years, long-term 
volunteer). A small number of PSV interviewees also spoke about force-wide and national 
awards that they or their teams had been nominated for (and, very often, won). Again, PSV 
Alan made reference to awards and formal recognition of volunteer efforts: “our little unit, 
we’ve got 14 commendations, the Lord Ferrers Award which is a national award, and then 
several letters of appreciation…nobody has ever said we didn’t do excellent work”. Volunteer 
managers also spoke about organised methods to show appreciation to volunteers including 
breakfast with senior officers or a subsidised Christmas meal – some of which they were no 
longer able to provide due to budget restrictions.  
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However, volunteers often attached no greater value to these more resource intensive 
symbols of recognition than informal emails or verbal notes of thanks for their contributions. 
PSV Eliza stated:  
 
“We were very valued. Every now and again you would get an email from the DI, 
you know, thank you for your work. Little things like that, you know, people 
commenting about us…it’s kind of nice when you’re appreciated, when you know 
that you are volunteering your free time” (Eliza, career PSV interviewee, female, 
35-44 years, short-term volunteer).  
 
PSV Verity also highlighted the impact of small gestures on a volunteer’s sense of feeling 
involved and valued: “I’ve been invited to leaving dos and things. I think they think of me as 
part of the team” (Verity, operational, social PSV interviewee, female, 55-64 years, long-term 
volunteer). Across volunteering arenas more broadly these small, but personal and 
meaningful, extrinsic rewards – saying thank you, opportunities for social interaction, 
recognition of efforts – are often deemed more important than larger, generic financial 
gestures (Alfes et al., 2017). Such feelings of being valued, appreciated, and supported are 
seen as representative of symbolic payment for volunteers. Fallon and Rice (2015: 496) argue 
that, when individuals do not receive financial remuneration for the time they give, these 
informal interactions – the “supportive pat on the back from supervisors and recognition for 
a job well done” – take on added importance in determining their ongoing relationship with 
the organisation. Indeed, these gestures have been shown to serve as predictors of job 
satisfaction and intentions of volunteers to continue to give their time (Alfes et al., 2017).  
 
6.4. Demoralised ‘Amateurs’  
 
This chapter has highlighted positive experiences for many PSVs in this study – of being part 
of a team alongside the paid workforce and volunteers who they consider to be colleagues, 
and feeling respect and valued, with freetext comments making reference to symbols of 
recognition and appreciation from police officers and staff. These encounters were often 
shared by PSVs with great pride, pointing to their influence on positive feelings about their 
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volunteering role. However, the experiences of PSVs as a volunteer within the police service 
in this study were not homogenous. Feelings of being undervalued or lacking recognition for 
their contribution – although far from representing the majority view – were present, most 
notably in survey responses, rather than interview data. As highlighted earlier, it may be that 
this more ‘remote’ data gathering method made participants feel comfortable sharing less 
positive views, that the flow of conversations during interviews roused more positive feelings 
or, indeed, that the interview sample held generally more positive views about their PSV role 
and experiences compared to survey respondents.  
 
The following sections explore the less positive experiences of PSVs – those who did not feel 
valued or recognised for their contribution, and reported feelings of low morale as a result. It 
also considers themes of volunteer ‘hierarchy’, threats to paid staff by ‘amateurs’, and 
‘othering’ within the police service, raised by volunteer managers, and the implications of 
these factors on PSVs’ intentions to continue to give their time to policing.  
 
6.4.1. Lack of Recognition and Feeling Demoralised 
 
A common theme amongst survey respondents who reported less positive experiences17 was 
of feeling that their volunteer efforts were not recognised and the demoralising effect of this. 
PSV Abraham spoke about “being thought of by the organisation (not the staff) as not a 
'proper' part of Team MPS” (Abraham, non-operational, altruistic PSV survey respondent, 
male, 55-64 years, short-term volunteer), while PSV Nancy stated: “We don't do it for 
recognition – but some kind of internal ‘pat on the back’ at key anniversaries, or for a 
particularly good ‘job well done’ would always be appreciated” (Nancy, non-operational, 
altruistic PSV survey respondent, female, 45-54 years, long-term volunteer). Indeed, lack of 
recognition or a sense of being valued can affect how PSVs feel about their role and the 
contribution that they make as volunteers: “The supervising officers (sergeants and 
inspectors) took too little interest in what I was doing…my efforts have not been as useful as I 
had thought. That's demoralising” (Frances, non-operational, social PSV interviewee, male, 
 
17 In response to survey questions around the negatives of being a volunteer, thoughts on what would make volunteering more beneficial 
to the MPS, and broader views as part of the general ‘do you have anything else you would like to say about your Met Volunteer role’ 
question.  
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over 65 years, long-term volunteer); “No-one says thanks. The police themselves don't 
appreciate our role. Overall the organisation seems demoralised which feeds down to the 
volunteers” (Tommy, operational, altruistic PSV survey respondent, male, over 65 years, long-
term volunteer). Role identity has been linked to motivation and task performance in a paid 
work context, with employees with an established role identity related to their job more likely 
to work for the group’s interests (van Knippenberg, 2000). Conversely, poorly developed (or, 
indeed, non-existent) role identity can result in lowered performance and counter-productive 
norms, particularly where there is conflict with management, or the organisation is seen to 
exploit staff (ibid.) 
 
This lack of recognition can have a direct effect on performance of volunteers and their 
propensity to continue to give their time (Marta et al., 2014). As PSV Phillip highlighted:  
 
“Whilst volunteers generally have the support of those in the teams where they 
work, unfortunately I am aware that many drop out, being frustrated by lack of 
co-operation and either indifference or even hostility from others to the idea of 
volunteering” (Phillip, non-operational, altruistic PSV survey respondent, male, 
over 65 years, short-term volunteer).  
 
It is notable that, again, these comments were predominantly expressed by PSVs who initially 
defined their motivations for volunteering in terms of altruism. As highlighted earlier in the 
chapter, it may be that The Altruistic PSV attaches particular importance to receiving 
recognition or acknowledgement for the helping behaviours that they bring to the 
organisation. Furthermore, responses to survey statements outlined towards the start of this 
chapter suggest that The Altruistic PSV was slightly less likely to agree that police officers saw 
them as part of the team, compared to those motivated by social or career factors. Indeed, 
these views were perhaps further driving the discontent evident in comments from this 
cohort of volunteers or – more likely – the experiences outlined in these freetext comments 
underpinned PSVs’ responses around police officers not seeing them as part of the team.     
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6.4.2. Threats to Paid Staff by PSV ‘Amateurs’  
 
Although a notably less prominent feature, adverse PSV experiences were not entirely absent 
from interviews. PSV Alan felt that volunteers were sometimes “looked upon as amateurs” 
(Alan, operational, social PSV interviewee, male, 55-64 years, long-term volunteer) – a theme 
that emerged in Löfstrand and Uhnoo’s (2019) study of missing person volunteers in Sweden, 
with police officers frequently doubting their competence and reliability due to their ‘civilian’ 
status. PSV Harley spoke about hostility he had experienced from some paid members of staff 
and officers, making reference to his initial and ongoing employment-focused motivations for 
volunteering with the Metropolitan Police as a possible driver of this: “I feel that it was almost 
a case of feeling threatened… I don’t blame those members of staff not making volunteers 
part of it because you need to be protective of your own interests” (Harley, operational, career 
PSV interviewee, male, 35-44 years, short-term volunteer).  
 
A comment by PSV Pippa – who reported very positive interactions with officers and staff 
throughout her interview – developed this theme further. Pippa offered insight on how she 
chose to manage relationships with officers and staff, ensuring that they were positioned as 
the ‘expert’ in their encounters, in order to (consciously or not) avoid the type of experiences 
that PSV Harley perceived: “Let me put it this way, even if I thought I knew the answer to 
something I might just ask anyway…because I think it’s important that people feel they are a 
little bit more in charge…I think that makes for a better relationship” (Pippa, operational, 
social PSV interviewee, female, over 65 years, long-term volunteer). This points to some 
complexity involving volunteers within an organisation alongside paid staff – a theme which 
both PSV Harley and PSV Pippa seemed keenly aware of. Indeed, in their narrative review of 
the contribution of volunteers in end-of-life care services, Morris et al. (2013: 433) suggested 
that, while they found no evidence of direct animosity towards volunteers by staff, there were 
hints in the literature that volunteers are not always considered full members of teams, that 
communication can be lacking, and that ‘power differentials are enforced with subtlety’.  
 
For some PSV interviewees, relationships with paid officers and staff weren’t necessarily poor 
– they simply did not exist at all, with much of the interaction throughout their volunteering 
shifts solely with other volunteers and their volunteer manager. For example, PSV Isobelle 
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spoke enthusiastically about her volunteer project management role throughout her 
interview, although had little to add when asked about relationships with officers and staff: 
“The only dealings I really have are with my volunteer manager, and occasionally the officer 
who is in charge of [project name]… So other than that I don’t have any other dealings with 
the officers, other than pass them on the corridor and being polite” (Isobelle, non-operational, 
altruistic PSV interviewee, female, 35-44 years, long-term volunteer). 
 
6.4.3. Hierarchy and ‘Othering’ 
 
In interviews with volunteer managers, the importance of the relationship between 
volunteers and the paid workforce, and of officers and staff valuing PSVs and recognising the 
contribution they make, was a prevalent theme. Indeed, even when other factors identified 
as important to volunteers (e.g., being appropriately tasked, inducted, and developed – 
explored in more detail in Chapter Seven) are in place, a sense of being undervalued – or not 
recognised at all – can still have a considerable negative impact on the PSV experience and a 
volunteers’ intention to remain in their role:  
 
“Volunteer satisfaction is also being treated with some element of respect by their 
colleagues. There’s nothing worse for a volunteer’s motivation and satisfaction 
than if they feel they’re just being used and abused and not shown the love. I’ve 
had a lot of people come through the door who don’t feel appreciated. Although 
they’ve got work to do and tasks to be getting on with, they don’t feel appreciated 
so don’t want to stay in that particular role” (Colby, volunteer manager 
interviewee);  
 
“Ultimately, it’s a two-way thing, isn’t it? ... I think it’s very much feeling valued 
and feeling that you are contributing, and not walking out after a shift and 
thinking ‘well actually why did I bother coming in because nobody talked to me, 
nobody wanted me to do anything’ and that’s not what you want really” (Derek, 
volunteer manager interviewee).  
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Volunteer manager Marsha referred to a sense of hierarchy in policing, which she felt 
impacted on both the paid and unpaid workforce: “It’s the same though, isn’t it? …It’s a two 
tier – police officers first, police staff second. MSC [Special Constables] volunteers first, MPV 
[PSV] volunteers second” (Marsha, volunteer manager interviewee).  This has clear 
implications for how those towards the bottom of this perceived hierarchy are viewed and 
valued by the police service. Indeed, volunteer manager Colby reflected on the continuing 
“reluctance to celebrate staff and volunteers”, going on to add: “I think they need to be 
celebrated and promoted across the organisation” (Colby, volunteer manager interviewee).  
 
Perceptions of a hierarchy can feed a sense of ‘othering’ – a theme that has been present in 
previous studies of views of unwarranted (albeit, paid) members of staff within the police 
service (Loftus, 2008). Stakeholder Beth commented on the presence of ‘othering’ in relation 
to volunteers, making reference to the slow ‘filtering’ process required to move established 
members of the workforce towards acceptance of newer ones:  
 
“There’s always been volunteers so I think that change of attitude is gradually 
filtering through, but it’s still going to take a long, long time to come about 
because there are still some police officers who don’t accept police staff for 
example” (Beth, stakeholder interviewee). 
 
Failing to show volunteers that they are valued and their contribution recognised can impact 
considerably on their levels of satisfaction and intention to continue to give their time 
(Bullock, 2017; Callender et al., 2019). Interacting with others in the organisation and working 
together to achieve organisational goals is important here – perhaps more so than for paid 
staff. Indeed, van Steden and Mehlbaum (2019: 430) highlighted the value that police 
volunteers attach to feelings of ‘belonging to’ and ‘being part of’ the team, suggesting that 
receiving confirmation from paid colleagues for their contribution “fuels their [volunteers’] 
passion for police work”.  
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6.5. ‘Earning’ Recognition and Value 
 
There was a sense from some interviewees (more so than survey respondents, perhaps due 
to the enhanced space that interview conversations allowed for interviewees to develop their 
own themes) – both volunteer managers and volunteers themselves – that PSVs needed to 
‘prove themselves’ in order to be recognised and valued in their teams. Vehicles for ‘proving 
oneself’ seemed to be primarily through time (demonstrating commitment to the role), and 
skills or knowledge (those identified as valuable – by and for the organisation itself).  
 
6.5.1. Committing Time 
 
Volunteer managers highlighted the time commitment which seemed to ‘earn’ some 
volunteers a sense of recognition and value:  
 
“I don’t know if it’s time that the officers need to see that they are fully committed, 
that they’re not time wasters, that they can be relied upon before they invest in a 
volunteer. Because they do have quite shallow views of volunteers” (Marsha, 
volunteer manager interviewee) 
 
“To a certain extent the volunteer has to prove themselves to demonstrate they’re 
not a waste of time and they can actually give something and they’re doing 
something helpful. And as that builds up so you’re getting a better sort of 
interaction” (Derek, volunteer manager interviewee) 
 
Volunteers themselves also recognised this requirement to ‘put in the graft’ with PSV Jeremy 
relaying comments they had overheard from an officer who felt that PSVs were “only here for 
a couple of weeks or months and they’re gone so it really wasn’t worth the effort” (Jeremy, 
operational, altruistic PSV interviewee, male, over 65 years, long-term volunteer). PSV Verity 
shared a more positive experience; however, one that reflected this sense of ‘long service’ 
recognition: “Five years in I know what I can do and I know what I can’t do, and I think the 
officers I’ve worked with before trust me and the ones who don’t hopefully quickly realise” 
(Verity, operational, social PSV interviewee, female, 55-64 years, long-term volunteer).  
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6.5.2. Offering Skills or Knowledge 
 
In terms of skills or knowledge as an avenue for recognition, PSV Max – an older (over 65 
years), male, long serving, operational, altruistic interviewee – presented an interesting and 
somewhat unique experience, one that was atypical of the PSV sample in this study. Max had 
volunteered with the MPS in a range of capacities for over 30 years and spoke in great detail 
about his extensive contacts within the service and beyond, and considerable efforts by senior 
officers to involve him heavily in the work of the borough and organisation as a whole. Max 
took on a leadership role in his field, frequently directing the work of warranted officers and 
staff. His contribution had been recognised with local and national awards, and he seemed 
embedded – not only within the borough, but across the Metropolitan Police Service (and, 
indeed, some wider forces and partner organisations).  
 
An officer was present during PSV Max’s interview (the only one throughout fieldwork) and 
offered some interesting reflections on his position: “I don’t think the Special Constable vs. 
PSV role makes a difference but credibility, knowledge and contacts definitely does… Police 
officers, a lot of them I’ll be honest with you, won’t give them [PSVs] the time of day”. The 
officer went on to develop his explanation further, equating Max’s level of knowledge to a 
police rank: “That’s different with Max because of the amount of knowledge and the time and 
respect that he’s got…with that level of knowledge you’re looking at sort of Chief Inspector 
level, although he’s a volunteer. But that’s because of the amount of time that he’s been doing 
it and the respect and credibility that he’s built up over time”.  
 
The officer commented on the volunteers (including PSV Max) recognised at a recent force-
wide commendation event, giving an insight in to skills and knowledge that were valued in 
the organisation:  
 
“The other volunteers that were there – there were three volunteers put forward 
for the award – and all of them had some specialist knowledge that they’d been 
using… it seems to be that if you’re looking at that high level…and who’s giving 
the most back to the Met, it’s the people who have got expert knowledge”.  
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This issue of ‘bringing value’ to the organisation emerged during the interview with PSV Verity 
who commented earlier on the trust that officers and staff bestowed in her as a result of her 
long service in the organisation. Verity held strong views regarding the position of the 
volunteer within the police service:  
 
“People have got to be very clear – this isn’t our playpen. There’s a real 
organisation with real objectives, and we’ve got to contribute to you, not the other 
way round. You don’t exist to entertain me. I exist to add value to you” (Verity, 
operational, social PSV interviewee, female, 55-64 years, long-term volunteer). 
 
Randle and Dolnicar (2009) argue that growing competition in the third sector has led to 
organisations attempting to not only attract volunteers, but attract the right ‘type’ of 
volunteer – high contributors in terms of hours and skills. While it is unclear whether the 
police service recruit volunteers with such images in mind, findings here would suggest that 
‘high contributors’ are perhaps more likely to be recognised and valued once within the 
organisation.  
 
6.6. Chapter Summary and Conclusion  
 
Data presented in this chapter point to the importance of PSVs’ experiences within the police 
service – of being welcomed, actively involved, and recognised for the tasks they undertake 
– and how they can sustain motivation, commitment, and retention over time (Ramshaw and 
Cosgrove, 2019). Indeed, these experiences are influential in terms of the contribution that 
PSVs feel able to make, the extent to which they feel valued and satisfied within their roles, 
and their intention to continue to give their time. Being able to contribute as they would like 
to is imperative for PSVs in terms of fulfilling their motivations for volunteering (outlined in 
Chapters Four and Five) and it is individuals’ experiences alongside others within the 
organisation that communicate a sense of whether this is achieved or not. Furthermore, these 
experiences that volunteers have while giving their time have been shown to lead to 
development of role identity – a driver for sustained commitment and retention to the 
volunteer role (Marta et al., 2014). These themes have been reflected in broader volunteer 
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literature (e.g., Grossman and Furano, 1999) and studies focusing on the policing sphere – 
both Special Constables (e.g., Bullock and Leeney, 2014; Whittle, 2014) and PSVs (Callender 
et al., 2019; van Steden and Mehlbaum, 2019).   
 
The majority of PSVs that took part in this study reported positive feelings about their 
experiences within the organisation, particularly in terms of being part of a team, treated with 
respect by police officers, staff and other volunteers and viewing them as colleagues, able to 
make suggestions, and feeling valued. However, there was more uncertainty (although, as 
discussed earlier in the chapter, not necessarily disagreement) around police officers and the 
public seeing them as part of the team, being part of decision making and having their 
suggestions taken in to consideration, and feeling integrated. Analysing these statements 
through the ‘lens’ of typologies created in the previous two chapters – role type and 
motivation – highlighted some differences in experiences, with The Operational PSV more 
frequently agreeing that the public saw them as part of the team, The Non-Operational PSV 
more likely to feel involved in terms of being asked for suggestions and ideas, and feeling part 
of decision making, and The Altruistic PSV being the most likely (albeit small in volume) to 
state that their feelings of being integrated had ‘got worse’ over their period of volunteering.  
 
Although PSVs often shared positive experiences of being recognised and appreciated in their 
roles, some spoke about feeling undervalued and unable to contribute as they hoped, within 
teams that failed to acknowledge the time, skills, and enthusiasm that they bring. These PSVs 
often drew on themes of lack of integration alongside paid members of the workforce or – 
perhaps more commonly – no relationship at all, and the demoralising effect of their 
contribution going unrecognised. Van Knippenberg (2000) highlighted the link between role 
identity and role performance. Those who have failed to establish a sense of role identity are 
less likely to be compelled to work for the group’s interests. Again, it was PSVs who initially 
defined their motivations for volunteering in terms of altruism that featured prominently 
here. In Chapter Five it was The Altruistic PSV who most frequently perceived their 
contribution as a volunteer in terms of freeing up officer or staff time to enable them to carry 
out other tasks, highlighting the particular importance that this cohort of PSVs attach to 
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feeling part of the team and having their contribution recognised – perhaps by those whose 
time they seek to ‘free up’ most of all.  
 
The standout feature of the data presented in this chapter was perhaps less those who 
reported negative feelings – and more those who did not. However, for PSVs in this study, 
recognition was frequently related to the efforts of individual officers and staff – emails of 
thanks, small tokens of appreciation, or the tenacity of supervising officers or volunteer 
managers to nominate volunteers for awards or arrange outings or events – rather than an 
approach embedded throughout the organisation. This demarcation between volunteers’ 
experiences of feeling valued by individuals, and by the organisation as a whole has been 
noted in other studies – in policing, particularly in relation to Special Constables (Gaston and 
Alexander, 2001; Bullock and Leeney, 2014; IPSCJ, 2016) and volunteer PCSOs (Strudwick et 
al., 2017). The next chapter will turn to this organisational approach to volunteers in policing. 
It will explore the infrastructure underpinning PSVs in the MPS, the corporate approaches to 
involving, supporting, developing, recognising, and showing them they are valued, and the 
opportunities and challenges of engaging an unpaid workforce within a policing environment. 
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7. Chapter Seven: Developing an Infrastructure to Support PSVs in 
the Metropolitan Police Service  
 
7.1. Introduction  
 
The organisational context within which volunteering takes place is fundamental to 
individuals’ experiences, and what distinguishes formal volunteering from more informal 
helping behaviours (Alfes et al., 2017). However, according to Grube and Piliavin (2000: 1109), 
these organisational contexts are often ‘largely ignored’ in research on volunteers. Securing 
top-level ‘buy in’ is an important starting point for creating an environment in which 
volunteers can be part of policing, with senior management active in demonstrating support; 
however, both the strategic vision for involving volunteers and the practical tools for 
embedding them within the organisation must be woven throughout the organisation (Myhill, 
2006; van Caem et al., 2013).  A dedicated volunteer manager is at the core of this, 
interpreting senior level strategies and policies and communicating them to ‘ground level’, 
advocating the role of the volunteer within the workforce, and being a visible and accessible 
figure for both PSVs and the officers and staff that involve them in their teams (Brudney, 1999 
in Bullock, 2017; Phillips and Terrell-Orr, 2013; Millie, 2018).  
 
Indeed, volunteer management is the catalyst for factors that have been identified in the 
previous findings chapters as central to volunteer experiences – undertaking tasks that enable 
PSVs to make a valid contribution and fulfil their motivations for volunteering, and operating 
within teams and alongside officers and staff that recognise and value the time and skills they 
bring (Shin and Kleiner, 2003; Phillips and Terrell-Orr, 2013; Bullock, 2017; Millie, 2018). 
However, leadership and direction, dedicated volunteer management, and an adequately 
resourced infrastructure to support and develop PSVs has often shown to be lacking in the 
policing paradigm (Britton and Callender, 2018; Callender et al., 2019). Indeed, this seems to 
resonate across volunteering spheres beyond policing, with Howlett (2010) commenting that 
organising and co-ordinating the tasks of unpaid ‘amateurs’ is frequently seen as unimportant 
and low value compared to managing paid ‘professionals’. This has implications for the 
resources that are allocated to volunteer management, with the nature of volunteer manager 
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expertise often not readily recognised.  
 
This chapter turns the spotlight away from the individual volunteer, their motivations, 
contributions, and experiences (the focus of the previous three chapters), to the context 
within which PSVs give their time. However, this does not represent a different story per se, 
but rather a different analytical gaze on the same story that has unfolded throughout the 
thesis so far. The support, direction, and overall ethos of inclusion that the police service 
offers (or, indeed, fails to offer) to volunteers fundamentally underpins each of the issues that 
PSVs in this study – and wider studies of volunteers in policing and other environments – have 
identified as important: motivations being recognised and fulfilled; meaningful, interesting 
tasks that give volunteers a genuine feeling of ‘being useful’; and working alongside officers 
and members of staff who acknowledge and value the time and skills that they bring. 
Experiences, perceptions, or feelings about the way in which the organisation treats 
volunteers can affect the extent to which volunteers define, understand, and identify with 
their role, and the connection and attachment that they feel to it (Grube and Piliavin, 2000; 
Penner, 2002; Marta et al., 2014). The greater the connection and attachment that the 
volunteer feels within the organisation, the more important the volunteer role identity 
becomes to their sense of self – features that have been shown to be influential on volunteer 
satisfaction and retention (Laverie and McDonald, 2007; van Ingen and Wilson, 2017).  
 
Although some PSVs shared positive narratives here, this was often linked to experiences 
alongside individual officers and staff who were committed and enthusiastic about involving 
volunteers, rather than an adequately resourced infrastructure at the core of the 
organisation. This chapter considers the co-ordination of volunteers in policing from the ‘top 
down’ – from high level strategic vision to ground level interpretation and delivery – and 
explores the pivotal role of the volunteer manager in supervising, supporting, and developing 
PSVs. The chapter goes on to examine changes in volunteer management, largely driven by 
budget reductions, and the precarious nature of involving volunteers within a police service 
that is operating in a climate of substantial fiscal restraint and rapidly shifting priorities. 
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7.2. Supervising, Supporting and Developing PSVs  
 
PSVs responding to the survey conducted as part of this study were asked about their 
experiences of supervision, support, and development in the Metropolitan Police Service via 
a series of seven statements: ‘I am given the resources I need to carry out my tasks’; ‘I have 
good supervision’; ‘I get regular feedback’; ‘I received an induction introducing the 
organisation and my role within it when I first started volunteering’; ‘I have access to training 
to help me develop in my role’; ‘Opportunities (e.g. trying new roles, shadowing other people 
etc.) are available to help me develop in my role’; and ‘I know how to get support if I need it 
to help me in my role’. It was not possible to extrapolate similar themes from PSV interview 
data, therefore this section reports on survey data only. 
 
Responses indicated high levels of agreement to some statements, with the majority of PSVs 
stating that they had good supervision (81%, n=106/131), received an induction when they 
firstly started volunteering (92%, n=118/128), and knew where to get support if they needed 
it to help them in their role (87%, n=117/134). (‘neither agree nor disagree’ was the next most 
common response category (16%, n=21/131, 3%, n=4/128, and 7%, n=10/134 respectively), 
then disagree (between four and seven respondents). However, there were notably higher 
levels of uncertainty in relation to statements around being given the resources to carry out 
tasks (72%, n=95/132 agreed, 17%, n=22/132 neither agreed nor disagreed, 11%, n=15/132 
disagreed), receiving feedback (57%, n=74/129 agreed, 27%, n=35/129 neither agreed nor 
disagreed, 16%, n=20/129 disagreed), and having access to training (58%, n=72/124 agreed, 
27%, n=34/124 neither agreed nor disagreed, 15%, n=18/124 disagreed), and other 
opportunities (e.g., trying new roles, shadowing other people) to develop (39%, n=46/119 
agreed, 40%, n=48/119 neither agreed nor disagreed, 21%, n=25/119 disagreed)18.  
 
 
 
18 Similar to the previous chapter (see section 6.2.2), elevated levels of ‘middle ground’ responses here (compared to data included in chapter 
five, for example) meant the  ‘neither agree nor disagree’ category was included for analysis purposes. 
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7.2.1. Views on Supervising, Supporting, and Developing PSV by Role and 
Motivation Typology 
 
Analysis of responses to statements around management, support, and development (minus 
‘I received an induction introducing the organisation and my role within it when I first started 
volunteering’ which almost all (92%, n=118/128) PSV respondents agreed with) highlighted 
some differences by role and motivation typology (see appendix I, table I for a full breakdown 
of data). There was proportionately greater agreement amongst The Non-Operational PSV 
around having access to resources (77%, n=41/53), and feeling that they have good 
supervision (86%, n=44/51), receive feedback (65%, n=34/52), and know where to get support 
(94%, n=51/54), compared to their operational counterparts (67%, n=50/75, 76%, n=57/75, 
51%, n=37/73, 82%, n=62/76 respectively). However, it was The Operational PSV that were 
slightly more likely to agree (albeit still relatively low) that they had access to training (60%, 
n=44/73) and opportunities to develop (43%, n=30/69), compared to The Non-Operational 
PSV (53%, n=25/47 and 30%, n=14/46 respectively). The survey did not probe for reasons 
behind these responses; however it is possible that the tasks that operational PSVs undertake 
(front counter services, viewing CCTV images, Volunteer Police Cadet support) expose them 
more readily to training and development opportunities – although sometimes alongside 
officers and staff and within working environments where access to resources, supervision, 
feedback, and support was perhaps more limited. 
 
These features were also notable amongst motivation typologies – both initial and continuing. 
In terms of initial motivations, The Social PSV was the most likely to agree that they were 
given resources to carry out their task and provided with feedback in their voluntary role. 
Turning to continuing motivations, The Career PSV was most likely to agree that they had 
access to training and opportunities to develop. Given the personal advancement-focused 
drivers for volunteering for this cohort, it is logical that access to training and opportunities 
to develop was important to The Career PSV, and an influential factor in their decision to 
continue to give their time.    
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7.2.2. The Influence of Supervision, Support, and Development on Satisfaction 
 
Reflecting findings presented around motivations in Chapter Four, contributions in Chapter 
Five, and experiences in Chapter Six, some of the most notable trends in statement responses 
emerged when variables around supervision, support, and development were cross-
tabulated – with each other and alongside feelings about role and of role satisfaction. For 
example, survey respondents who felt that they were given the resources to carry out their 
tasks were proportionately more likely to feel that they had good supervision, got regular 
feedback, had access to training and opportunities to develop, knew how to get support, and 
were generally satisfied in their roles, compared to those PSVs who neither agreed nor 
disagreed or disagreed that they were given resources. This trend was seen across variables 
e.g., PSVs who agreed that they had good supervision were more likely to agree with 
statements around access to resources, feedback, training, development opportunities, and 
support, and more likely to feel satisfied in their role compared to PSVs who did not agree 
that they had good supervision, and so on (see appendix I, table J for a full breakdown of 
data). 
 
Furthermore, PSVs who agreed that they were used effectively in their role and had enough 
tasks – features identified in Chapter Five as influential in terms of positive feelings around 
making a valid contribution as a volunteer – were proportionately more likely to agree with 
statements around feeling managed, supported and developed, while those who felt they 
were not used effectively or did not have enough tasks were considerably less likely to feel 
well supervised, supported, or developed. Successful development of volunteer programmes, 
including each of the features outlined here – feeling managed, supported, and developed in 
roles where volunteers are adequately tasked, and have access to resources and feedback – 
has been linked to the presence of a paid volunteer manager or coordinator (Brudney, 2000; 
Bullock, 2017). It is to this matter that the chapter now turns, exploring the role of the 
volunteer manager in policing, and the importance that PSVs in this study attached to their 
volunteer managers.  
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7.3. The Importance of the Volunteer Manager Role  
 
Delivering effective management and support to PSVs, and responding to differing 
expectations and the experiences that PSVs have within the organisation, outlined by the 
varied responses to survey statements presented above, is to a large extent dependent on 
the work of an effective and dedicated volunteer manager. This section explores the 
volunteer manager role in policing, drawing on three themes that emerged throughout PSV 
narratives in freetext survey comments and during interviews with both PSVs and volunteer 
managers themselves conducted as part of this study: the capacity of volunteer managers to 
understand skills and identify opportunities for PSVs; the emotional contract between 
volunteer managers and PSVs; and the volunteer manager role in ‘championing’ PSVs and the 
contribution that they make.   
 
7.3.1. Understanding Skills and Identifying Opportunities  
 
In this study PSVs, stakeholders, and volunteer managers themselves frequently emphasised 
the importance of volunteer managers – in the early days of this thesis consisting of one post 
per borough, although rapidly reducing as the study progressed (see section 1.5) – pointing 
to the essential nature of the role to successful volunteering in the police service. PSVs often 
praised their volunteer managers in terms of understanding their skills, providing personal 
and professional support in identifying volunteering roles that ‘speak to’ their interests and 
paid positions for those seeking employment, recognising and facilitating flexible 
arrangements for those with care, study or other responsibilities, and arranging opportunities 
for development and recognition of their contribution. These themes emerged more notably 
in interviews rather than survey comments where PSV narratives around management 
seemed focused on concerns about reductions in volunteer manager posts; however, some 
survey respondents used freetext fields to emphasise the importance of their volunteer 
manager as part of their Metropolitan Police Service experience and intention to continue to 
give their time.  
 
PSV Saskia related enjoyment in her role to an effective manager who seemed invested in 
maximising her experiences as a volunteer: 
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“I've really enjoyed the last couple of years and plan to continue [volunteering]. A 
lot of that is down to having a good volunteer manager who has been able to find 
areas that match my skills and areas in which I'm interested” (Saskia, operational, 
social PSV survey respondent, female, 45-54 years, short-term volunteer).  
 
Indeed, it seemed to be those managers who took the time to develop relationships with their 
volunteers and understand individual motivations for giving time, who garnered the most 
positive feedback. PSV Katy commented:  
 
“I had a really good volunteer manager. She wasn’t just a manager, she was like 
a really good friend, like a life coach. She turned things around for everybody, not 
just with me, every single person – and she could see that I was keen so whatever 
role there was available she would say to me ‘if you’re interested, take part in it’ 
and that helped me to build my confidence up” (Katy, operational, career, PSV 
interviewee, female, 35-44 years, short-term volunteer).  
 
Career motivated PSV Harley also spoke about the support his volunteer manager offered in 
terms of searching for paid employment: “He is lovely! I can only give that man praise…we’re 
in a process, every single paid position that comes his way he sends the link to it straight 
away…he’s really helping with the steps that need to be done” (Harley, career PSV 
interviewee, male, 35-44 years, short-term volunteer). Features identified in previous 
chapters as important to the volunteer experience – most notably here, understanding and 
attempting to respond to volunteer motivations, and creating meaningful tasking 
opportunities – frequently fall within the remit of the volunteer manager role. For PSVs 
Saskia, Katy, and Harley, the role that their volunteer managers undertook here held great 
influence in terms of fulfilling reasons for giving their time and creating a positive experience 
for them as a volunteer in policing.  
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7.3.2. An Emotional Contract 
 
In interviews, volunteer managers themselves frequently highlighted the importance of the 
relationship with the PSV. Volunteer manager Marsha spoke of a multi-faceted relationship, 
which stretched far beyond the straightforward administration of management:  
 
“I am mother, aunt, sister, counsellor, confidant. This role is so much more than 
what’s on paper. A big part of it is the emotional side and keeping people engaged. 
What I find is that the volunteers will volunteer for you – rather than volunteer for 
the organisation first. They see the Met and, yes, that’s what they put themselves 
forward for, but when they actually join it’s not the logo or the Met that keeps 
them, it’s the [volunteer] manager” (Marsha, volunteer manager interviewee).  
 
Marsha referred to a unique “emotional contract” that she felt volunteer managers need to 
have with PSVs – an unwritten agreement of mutual obligation, and interactions that take on 
perhaps elevated levels of importance for unpaid members of the organisation. Volunteer 
manager Annabelle made reference to the alternative “carrots and sticks” available when 
managing unpaid staff, and the importance of “engaging with and knowing your volunteers” 
as part of this: “…we undervalue engagement and we undervalue the personal relationship – 
knowing the person and their skills and their strengths, and playing to them” (Annabelle, 
volunteer manager interviewee). 
 
7.3.3. ‘Championing’ PSVs and the Voluntary Contribution   
 
The relationships that volunteer managers in this study held frequently stretched beyond the 
PSV, with ‘outward facing’ links with the wider organisation – promoting and championing 
the voluntary contribution – an essential feature of their role. Volunteer manager 
interviewees spoke about attending local borough tasking meetings to identify volunteer 
opportunities, and the importance of getting to know teams in the borough in order to 
promote the voluntary resource that is available to them.  As volunteer manager Jennifer 
commented: “It’s really just being a part of the borough. Finding out things that are 
happening”, highlighting volunteer managers’ positions as the “face of 
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volunteering…negotiating and speaking to people but also having their [the PSVs] best 
interests at heart” (Jennifer, volunteer manager interviewee). Volunteer managers 
emphasised the importance of their role in both supporting the PSV and being accessible to 
the paid workforce in order to identify and develop the voluntary contribution in the borough.  
 
PSVs themselves also recognised and valued their volunteer manager’s role in this. PSV Salma 
commented:  
 
“I have a manager who does a fantastic job, who is very clear in their structure 
and is quite forward thinking in terms of ‘who do I have in my cluster who has 
these skills I need for such and such a thing?’ And therefore – because they know 
us so well – is quite quick to say to senior officer X ‘I have two volunteers who could 
potentially help you with that, I’ll put you in touch with them today’ and then 
things can move along quickly” (Salma, non-operational, altruistic PSV 
interviewee, female, 45-54 years, long-term volunteer).  
 
PSV Alan highlighted the role of their manager in “bring[ing] people together” – both PSVs 
and paid members of the organisation, emphasising the manager’s unique position as an 
interface between the volunteer resource and the wider police service. Referring to a large-
scale filing task that a group of PSVs undertook to support a team who were preparing for a 
high-profile case to go to court, Alan stated: “But that’s because of the strong manager being 
there to accept the work, get the volunteers in. We can’t do that on our own. We can’t build 
up the relationship” (Alan, operational, social PSV interviewee, male, 55-64 years, long-term 
volunteer).  
 
The volunteer manager has been recognised as the ‘interface’ between the organisation and 
the volunteer, and the ‘nexus’ of a range of factors that have been identified as integral to 
the volunteer experience both in policing and more broadly: role development, recruitment, 
training, understanding and responding to motivations, managing information and 
communication, and creating an environment which fosters commitment (Shin and Kleiner, 
2003). It is at the volunteer manager level where policies or programmes (where they exist) 
are interpreted and communicated from the ‘top’ to the ‘street’, where the individual 
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volunteer may have most direct contact with representatives of the organisation (particularly 
in the initial phases of their service), and where officers and staff often have their first 
experiences of PSVs  (Phillips and Terrell-Orr, 2013).  
 
These initial ‘encounter phases’ – predominantly delivered or facilitated by a strong volunteer 
manager – are vital for new volunteers in terms of ‘sense making’ (Weick, 1995), ‘meaning 
making’ (Schnell and Hoof, 2012), ‘membership negotiation’ (Castor and Jiter, 2013), and 
‘organisational socialisation’ (Kramer, 2001). Furthermore, these experiences serve to 
develop PSVs’ understanding of organisational priorities and offer a space to connect with 
them, signalling the value that the organisation places on them and their role. Indeed, 
Callender et al. (2019: 401) found a significant association between self-reported perceptions 
of whether the force was good at managing volunteers and PSV morale, pointing to the 
“importance of a positive, pro-active approach to volunteer management in which PSVs are 
able to see how their activities ‘fit’ within the totality of policing activity and feel appreciated 
for their inputs [helping them to]…actively integrate and feel part of the wider policing team”. 
 
The volunteer manager role is a skilled one and, although there are some similarities with 
theory and practice underpinning traditional (that is, paid) human resource functions, Gay 
(2000 in Howlett, 2010) posits that volunteer management requires a broader, more eclectic 
set of skills – co-ordinating, managing, developing, representing, campaigning – which 
operate alongside a limited set of ‘levers’ to engage and incentivise people. In the absence of 
monetary compensation or material incentives, Shin and Kleiner (2003: 63, 69) argue that 
“the effective management of unpaid volunteers is crucial in instilling and maintaining the 
spirit of volunteerism among individuals” and, because volunteers give their time and energy 
to the organisation at their own cost, they must be “managed with special care”. However, 
volunteer management of this quality can only be achieved within an organisation that is 
prepared to invest and develop an adequately resourced and sustainable programme – 
themes which are explored in the remainder of this chapter.  
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7.4. Resourcing Volunteer Programmes  
 
Good quality volunteer management and co-ordination, together with the essential features 
of the volunteer experience outlined above – recruitment, comprehensive induction, training 
and development opportunities, schedule flexibility, rewards and recognition, information 
and communication, and access to resources – each have costs attached, negating any 
suggestion that PSVs are a ‘free’ resource (Millie, 2019). As Clive, a stakeholder interviewee, 
highlighted, although ‘unpaid’ in terms of salary, volunteer programmes require investment: 
“it’s not a no cost option – it’s a low cost option” (Clive, stakeholder interviewee). However, 
adequate resources to support volunteer programmes are often underestimated and, 
particularly during times of fiscal restraint, may not be forthcoming at all. This section 
considers the diminishing investment in volunteer management that took place throughout 
the lifetime of this study and the implications of this in terms of managing PSVs with fewer 
resources and concerns about losing the ‘profile’ of the PSV programme within MPS boroughs 
as a result.  
 
7.4.1. Diminishing Investment in Volunteer Management 
 
One of the clearest indications of the impact of reducing budgets on the Metropolitan Police 
PSV programme during this study was the significant reduction in dedicated volunteer 
manager posts (see section 1.5). When the bulk of volunteer manager interviews were 
conducted (April to July 2017) there was concern that the posts were to be deleted 
completely (rather than reduced to four dedicated volunteer manager posts, together with a 
more general role including – but not exclusively ring fenced for – volunteer management in 
each of the MPSV boroughs). Although clearly holding a vested interest in terms of their own 
ongoing employment, volunteer managers were pessimistic about the future of the 
volunteering programme in the absence of dedicated co-ordination, frequently commenting 
on this throughout interviews:  
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“Who is going to manage our volunteers? Because we have a really great 
additional workforce that gives their time willingly; however, a lot of it is based on 
their personal relationships with their volunteer manager, and the motivation and 
the contact they have” (Colby, volunteer manager interviewee). 
 
“I think once the volunteer managers go that will in itself reduce the number of 
volunteers because of the dedication and commitment they have to the volunteer 
manager. They won’t have the support they’ve had and I think it will be very, very 
few people that will volunteer” (Jennifer, volunteer manager interviewee).  
 
Volunteers themselves were also concerned about the loss of their volunteer manager. A 
reality which some seemed keenly aware of, particularly within freetext survey comments 
responding to questions around PSVs perceptions of changes to volunteering in the MPS 
(currently or in the future) as a result of budget reductions: “Uncertainty of volunteer 
manager job has created an uncertain future for the volunteer programme with a lack of 
proactive approach for roles to keep volunteers busy and interested” (Gail, non-operational, 
social PSV survey respondent, female, 35-44 years, short-term volunteer); “The current cull of 
Met Volunteer managers and the way it is being implemented has affected morale” (Kyran, 
operational, altruistic PSV survey respondent, male, over 65 years, short-term volunteer); “I 
am losing my volunteer manager, who has been a staunch supporter for years. Those with less 
experience as volunteers may feel cast adrift” (Alana, non-operational, altruistic PSV survey 
respondent, female, over 65 years, long-term volunteer).  
 
PSVs were also concerned about the increased workload for remaining volunteer managers 
and the impact on their ability to engage and retain volunteers. PSV Nancy stated: “I 
personally have felt a diminished connection with the volunteer managers because they are 
decreasing in number” (Nancy, non-operational, altruistic PSV survey respondent, female, 45-
54 years, long-term volunteer), while PSV Saskia highlighted the potential impact on 
volunteer numbers:  
 
“The MPS needs to be careful to retain a good volunteer management team.  A 
good volunteer manager can deliver a lot of value through the people they recruit 
	 191	
and manage (many multiples of what they cost).  Losing the expertise here could 
mean a dwindling in numbers and quality” (Saskia, operational, social PSV survey 
respondent, female, 45-54 years, short-term volunteer).  
 
7.4.2. Managing PSVs with Fewer Resources 
 
In interviews, volunteer managers reflected on the wider changes they were experiencing ‘on 
the ground’ against a backdrop of reducing budgets and organisational re-structuring in order 
to meet financial targets – in particular, centralisation of the recruitment process for both 
paid and unpaid members of the workforce. Volunteer managers were concerned about the 
priority that PSVs would hold alongside filling officer, staff, and Special Constable positions, 
and their now-limited opportunities to inform, manage expectations, and identify positions 
for volunteers, or – if necessary – halt the recruitment process if an individual proved 
unsuitable. Volunteer manager Derek commented on his more limited role in PSV recruitment 
and the implications of this: 
 
 “You interview people and you were thinking what sort of role you could offer 
them… I think that’s important to make sure the right people are in the right job, 
and to a certain extent that is going to be taken away from us” (Derek, volunteer 
manager interviewee).   
 
Problems associated with identifying and developing volunteer opportunities and placing 
them in teams without considerably increasing the workload of those officers and staff who 
oversee their work on a day-to-day basis were also associated with the more limited presence 
of volunteer managers at local borough (often police station) level. Volunteer manager Derek 
stated:  
 
“If they didn’t have managers, I do worry that the programme would die. The team 
leaders are quite busy as it is. So if you’re told ‘here’s another 20 volunteers you’ve 
got to look after’…the volunteers might go to them with a problem and they might 
not have time to sort it out. If they’ve got the borough commander saying ‘I want 
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this done now’ and the volunteer saying ‘I’ve got a problem with my computer’, 
I’m afraid… priorities…” (Derek, volunteer manager interviewee). 
 
 Volunteer manager Annabelle commented: “If you lose the manager then often the 
programme begins to crumble… You lose that local level management line or ‘go-to’ person 
for that volunteer, you lose the volunteer” (Annabelle, volunteer manager interviewee). 
 
The importance of the volunteer manager being an embedded, visible and present part of the 
borough was highlighted across interview cohorts in this study. PSV Isobelle commented:  
 
“The problem is once you get rid of the volunteer managers, the officers don’t 
know who to go to. So if they’ve got a job that needs doing and perhaps it’s 
something they could delegate to a volunteer…they won’t know who to go to so it 
will end up either being left or they’ll do it themselves and that’s the problem. 
When you’ve got volunteers that are happy to give up their time it’s a shame not 
to use them” (Isobelle, non-operational, altruistic PSV interviewee, female, 35-44 
years, long-term volunteer).  
 
Stakeholder Beth raised a similar concern: “It is important to recognise and harbour 
volunteering opportunities. All the while we have dedicated volunteer managers – things will 
happen. If or when they go, the likelihood of this will reduce” (Beth, stakeholder interviewee). 
Beth went on to highlight the importance of adequately resourced volunteer management, 
providing “central direction” and “someone paid to be that point of contact” (Beth, 
stakeholder interviewee). As stakeholder Neil commented: “It’s got to be your full-time job to 
worry about volunteers” (Neil, stakeholder interviewee). 
Inconsistent and inadequate management and support has been highlighted in other studies 
of police volunteers. Bullock (2017) recognised variance in the levels of supervision, guidance 
and management afforded to PSVs, while respondents in Millie’s (2019: 414) study referred 
to a limited “organisational infrastructure and sufficient personnel” to manage and develop 
volunteers. Wilkins (2008) also commented on the lack of consistent co-ordination of PSVs 
within forces, compounded by disparate funding streams to support volunteer management. 
	 193	
This has implications for way in which PSVs are involved in policing, the contribution they are 
able to make, and their likelihood of continuing to give their time. Failing to embed effective 
volunteer management and supervision can lead to challenges around retention, with lack of 
induction, development, and training – central features of a well resourced and managed 
volunteer programme – more often drivers for volunteers to leave the organisation than poor 
initial selection reasons (Bullock, 2017).  
 
7.5. Organisational Approaches to PSVs 
 
However, involving volunteers in policing requires commitment from the organisation at both 
strategic and operational level (Gravelle and Rogers, 2009a; Carr, 2012). Those who make 
volunteering work ‘on the ground’ (most notably, volunteer managers) are clearly 
instrumental; although, this is directed and dictated by the top-level organisational approach 
to volunteering. The extent to which police leaders consider both paid and unpaid members 
within the fabric of their workforce sets the tone for involving volunteers in the day-to-day 
delivery of policing. An organisation needs vision in terms of how and why volunteers will add 
value, a strategy which embeds volunteers within it, senior management who are active in 
demonstrating support, and comprehensive written policies outlining the practicalities of 
involving volunteers in delivering services (College of Policing, undated; Brudney, 2000). 
Indeed, Gill (1986) argues that it is organisational policy and strategic leadership that 
determines the extent to which the volunteer potential is maximised. However, a lack of clear 
leadership and failure to develop the role of the volunteer and coordinate their involvement 
has been noted across the criminal justice system, not least in policing where strategy and 
policy have often failed to foreground the role of volunteerism (Neuberger, 2009; Britton and 
Callender, 2018). This section draws on interviews with stakeholders and volunteer managers 
to explore perceptions of the organisational approach to PSVs in policing, structured around 
four areas: clarifying a corporate position for involving PSVs; the influence of individual 
leaders; changing leadership messages; and notions of a volunteer hierarchy.  
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7.5.1. Clarifying a Corporate Position for Involving PSVs 
 
Interviews conducted with stakeholders and volunteer managers highlighted the importance 
of organisational direction and leadership in involving volunteers. However, there was 
concern about a general lack of structure or approach regarding the position and direction of 
PSVs within policing, both nationally and within individual forces. Stakeholder Neil 
commented on the national PSV picture, arguing that there are currently “43 forces, 43 
different opinions on the value of the role and appetite for it [involving volunteers]” (Neil, 
stakeholder interviewee). These somewhat disparate approaches to volunteers in policing at 
national level leave individual forces with little in the way of central direction or good practice 
upon which to scope and develop their own programmes. Indeed, volunteer manager 
interviewees were often unclear about the vision or ‘steer’ for PSVs within the organisation 
with one arguing that the Metropolitan Police Service should ‘firm up’ their position on 
whether they considered “volunteering as a valuable function or a valuable part of our 
family?” (Annabelle, volunteer manager interviewee).  
 
Volunteer manager Colby felt that it was important to establish a sense of organisational 
ethos and direction around volunteering, and that the Met needs to: “decide how it wants to 
use volunteers, what volunteers should be doing and, not mandating, but encouraging the 
utilisation of volunteers in particular areas” (Colby, volunteer manager interviewee). For 
these volunteer managers, a corporate approach was important to ‘set the tone’ for involving 
volunteers across the organisation, enabling consistent communication that they are part of 
the workforce and how the organisation ‘does business’. This corporate approach, routinely 
factoring PSVs in to policing at strategic, operational, and tactical level would, according to 
stakeholder Clive, help to ensure that PSVs are “…not a bolt on anymore” (Clive, stakeholder 
interviewee).  
 
7.5.2. The Influence of Individual Leaders 
 
The success (or otherwise) of PSVs becoming involved in a department was often linked to 
the presence of motivated and enthusiastic individual officers and staff – usually those in 
positions of power or influence which, in a policing context, usually equates to rank. Volunteer 
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manager Colby argued that the extent to which PSVs are able to take part in the ways that 
narratives in previous chapters have suggested they want to is “very dependent on individuals 
being knowledgeable about volunteering and seeing the benefits…when someone who’s 
interested in volunteers, sees the benefit of volunteers, arrives in the department, that 
department can sometimes flourish with volunteers” (Colby, volunteer manager interviewee). 
Volunteer manager Derek commented on the success of a unit that had been recognised 
nationally for their volunteer involvement:  
 
“A lot of that is to do with who was running the unit…He embraced volunteering 
and to a certain extent that’s critical, because if somebody higher up the chain in 
any organisation embraces an idea then it filters through because people agree” 
(Derek, volunteer manager interviewee).  
 
Derek returned to this point later in his interview stating: “it’s like everything, if you’ve got a 
good leader that…tends to infuse its way down” (Derek, volunteer manager interviewee). 
Stakeholder Neil agreed, emphasising the importance of leadership that is committed to 
involving volunteers: “You need to have leadership internally. So, it needs to be a priority. So, 
you need a chief officer sponsor who believes in it and it will work” (Neil, stakeholder 
interviewee). 
 
7.5.3. Changing Leadership Messages 
 
While the influence of leaders can be positive in terms of greater PSV involvement; volunteer 
manager and stakeholder interviewees also highlighted how it can equally result in the 
opposite. Long standing volunteer manager Marsha reflected on changing messages when 
there is turnover of senior officers in the borough, from “‘they’re [PSVs] not really important’ 
but not said they’re not really important, to really, really important, they will be on our 
commendation ceremony” (Marsha, volunteer manager interviewee). Marsha spoke about a 
particularly enthusiastic borough commander:  
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“He got all the SLT [Senior Leadership Team] on board with it. The engagement 
was off the scale. He injected volunteers in to every single meeting, every talk he 
done, just everywhere. It was like thank you, the Messiah had arrived! Although 
he’s left that legacy, it hasn’t continued at the pace because the passion that he 
had for it isn’t the passion that the current one [Borough Commander] has” 
(Marsha, volunteer manager interviewee).  
 
Stakeholder Beth highlighted similar views: “You could get a borough that had been 
completely pro-volunteers, really engaged, really used them at every opportunity, then 
personalities change and a different set of attitudes come in and it’s different” (Beth, 
stakeholder interview). This shines a spotlight on the fragile and tenuous nature of PSV 
involvement where organisational ‘take up’ of volunteer programmes is dependent on the 
personality, drive, and operational focus of a small and often changing cohort of senior 
leaders.  
 
7.5.4. A Volunteer ‘Hierarchy’  
 
However, the demanding and changeable nature of the ‘day job’ can quickly displace the 
focus of officers and staff – even those that are enthusiastic and committed to involving PSVs. 
Volunteer manager Annabelle acknowledged the challenging position of volunteering in an 
environment of varied, wide-ranging, and frequently changing police priorities:  
 
“I mean let’s face it, we’re a police force, we’ve got to sort out the operational first 
and I don’t think anyone is denying or thinking it should be otherwise. I’m not 
saying they’re not good leaders. I’m just saying that volunteering is very low down 
that list” (Annabelle, volunteer manager interviewee).  
 
Furthermore, PSVs were seen to occupy a considerably lower position on that ‘list’, compared 
to those who give their time in other unpaid police roles. Indeed, a perception of a police 
volunteering ‘hierarchy’ – a theme that also emerged in Chapter Six in terms of volunteer 
recognition – seemed evident here, with the PSV viewed as the ‘poor relation’ within this. The 
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Special Constable and Volunteer Police Cadet programmes were seen to attract considerably 
greater interest and investment compared to PSVs, which some volunteer manager and 
stakeholder interviewees related to their visibility, and political and public ‘currency’:  
 
“The Specials get recognised, the Specials get travel, the Specials get, the Specials 
get, the Specials get! I know that it’s a very different job in terms of what the 
volunteers [PSVs] do, but they do add value and I think we could do a little bit more 
for them” (Marsha, volunteer manager interviewee). 
 
“The focus is predominantly on Specials, so Police Support Volunteers can often be 
forgotten corporately. Corporate messages that go out talk about staff, officers, 
Specials. Volunteers are often left out… They’re a hard sell. To tell members of the 
public ‘oh did you know you’ve got PSVs helping support police’ it means 
absolutely zero” (Colby, volunteer manager interviewee).  
 
Stakeholder Kenneth felt that PSVs challenged conventional police measures of value – “Part 
of the problem is the return. You can’t measure it. You can’t touch it” (Kenneth, stakeholder 
interviewee) – whereas Special Constables and Volunteer Police Cadets lent themselves more 
readily to traditional performance frameworks in terms of quantifiable patrol hours, visibility, 
and (for the former) arrest rates. The perceived value of PSVs and the areas of police 
‘business’ that they contribute to was perhaps demonstrated by the MPS approach to placing 
volunteers within the organisational structure. Both the Special Constable and Volunteer 
Police Cadet programmes are currently positioned in and directed from the Territorial (or 
Frontline) Policing business group responsible for day-to-day local policing across London, 
while PSVs form part of Locally Delivered Support Services (LDSS), a support function focusing 
on administration, logistics, co-ordination, and resources. Volunteer manager and 
stakeholder interviewees often questioned this split, arguing that all three strands of police 
volunteering should be aligned into a single area of business to create a distinct volunteering 
‘community’, offering efficiencies in terms of the direction, management, and deployment of 
volunteers across the service.  
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7.6. Delivering Policing Services in Austere Times  
 
The challenge of resourcing volunteer programmes and delivering policing services in austere 
times presented itself throughout data collection for this study, perhaps most notably in 
relation to the infrastructure (or lack of) in place to support the involvement of PSVs. Indeed, 
police services have had to face up to the difficult realities of operating in a climate of fiscal 
constraint. According to a 2018 report by the National Audit Office police forces have 
experienced 30 per cent real term budget reductions since 2010/11 and are finding it harder 
to deliver an effective service, not only in terms of financial cuts but the significant costs of 
investigating terrorism and increased reports of high harm crimes such as sexual offences. 
This has had implications across the broad remit of policing – including, according to 
participants in this study, the manner in which PSVs are involved in the delivery of services. 
This section considers the challenges of delivering policing services in austere times and the 
implications for PSVs, with a focus on four themes: The PSV ‘Offer’: Additionality or 
Substitution?; The Challenges of Balancing Additionality and Substitution in a Changing 
Service; Restructuring and Removing PSV Opportunities; and Changing Conversations in a 
Changing Landscape. 
 
7.6.1. The PSV ‘Offer’: Additionality or Substitution?  
 
While the involvement of volunteers, as respondents in Bullock’s (2017: 346) study reflected, 
offer a “pragmatic response to economic reality” in financially precarious times, balancing the 
‘additionality’ that PSVs can bring alongside concerns about job substitution is a challenging 
path to negotiate. Similar to other areas of public life including health (NHS England, 2017) 
and libraries (Forkert, 2016), the financial – as in cost saving – contribution of volunteers is a 
thorny issue. Unpaid (although by no means ‘cost free’) volunteers have been viewed, 
according to some studies, as an effective means of compensating for increasingly scarce 
police resources (Ren et al., 2006; Ayling, 2007; Gravelle and Rogers, 2009a, 2009b; Phillips, 
2013). However, in a UK context, volunteering activity (in any realm – not just policing) cannot 
be seen as a substitute for paid work (Compact Code of Good Practice on Volunteering, 2005) 
– a sentiment echoed in the Met Police Volunteers Handbook (undated: 15) which states that 
“…care has to be taken that volunteers bring enhancement and added value to core tasks 
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undertaken by paid staff, but that they don’t actually do things that staff are paid to do”. 
Despite this, issues around additionality and substitution in relation to volunteering activity 
remain contentious, not least in the police service with a report by the public services union 
Unison (2014: 3, 8) referring to “volunteer mission creep”, suggesting that some volunteer 
roles “look remarkably like established police staff posts”, with PSVs being “quietly recruited” 
to replace job cuts. 
 
Issues around the volunteer input bringing ‘additionality’ or veering in to substitution of paid 
members of staff arose throughout fieldwork, particularly during interviews with 
stakeholders and volunteer managers. Stakeholder Beth set out the current parameters 
clearly:  
 
“A volunteer should not replace a member of staff. It should not be a job 
substitution. Volunteers bring additionality. They should be completing tasks that 
otherwise would not be done…improving, rather than delivering core business. We 
should be able to function without them… Whilst volunteers are a huge benefit 
there is a limit to how much the organisation can call on them” (Beth, stakeholder 
interviewee).  
 
Stakeholder Clive – a senior officer responsible for direction of PSVs at a national level 
– spoke about the importance of systems of accountability to ensure that the ‘limits’ 
around involving PSVs that Beth referred to above were adhered to:  
 
“It’s [PSV roles] as wide as your imagination, isn’t it? The important thing is that 
in my view you’ve got a mechanism in your force to make sure that you’re not 
doing what Unison accuses us of which is mission creep, you’re being careful that 
your organisation has agreed what tasks it will allow their volunteers to actually 
do and that it’s got the relevant support and development mechanisms in place to 
allow it to happen” (Clive, stakeholder interviewee). 
 
Volunteer manager Derek demonstrated how methods to ensure that volunteer tasks 
were appropriate and focused on additionality, rather than substitution, operated ‘on 
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the ground’ – in Derek’s borough via a committee decision making structure. Derek also 
made reference to his role in communicating this, with volunteer managers required to 
emphasise the supportive (rather than replacement) intentions of their PSVs:   
 
“You have to be conscious of job substitution and the union involvement, so 
whenever they put forward a new role it has to go to the committee, you know to 
make sure that it isn’t going to impact and people don’t consider that job 
substitution…sometimes they [PSVs] are looked upon as a threat when they’re not. 
They’re there very much as a support and I emphasise that. They are there to 
support staff, not to take over their job” (Derek, volunteer manager interviewee).  
 
7.6.2. The Challenges of Balancing Additionality and Substitution in a Changing 
Service  
 
However, volunteer managers also outlined the challenges of remaining on the ‘right side’ of 
the additionality vs. substitution ‘debate’ in the current climate of reductions in paid police 
staff (a 43% fall in the Metropolitan Police Service between 2010 and 2018 according to Home 
Office Police Workforce data), and when trying to source meaningful and fulfilling PSV roles 
that meet the needs of the force:  
 
“That line is becoming more and more grey, more and more wide… I personally 
would like to see the Met not replacing people’s jobs – absolutely not – but being 
quite realistic with what a volunteer can do, what help we need, and looking at 
other organisations and how they utilise volunteers” (Marsha, volunteer manager 
interviewee).  
 
“We are restricted in terms of what practically a volunteer can do because of job 
substitution and also access to elements of IT. So that means where, as a volunteer 
in theory could do 20 things for a team, in reality it comes down to ten…I certainly 
appreciate that some of our volunteers will be underutilised. I don’t know how that 
will be changed without a dynamic shift in the way that the organisation views 
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volunteers…then you’re blurring the lines” (Colby, volunteer manager 
interviewee). 
 
Stakeholder Beth reiterated the difficulties of balancing a “fine line between what a volunteer 
can and can’t do, and what a member of paid staff should be doing” and concerns of 
volunteers themselves around this: “It’s wrong to think that we can survive on just volunteers. 
You can’t, you wouldn’t – the volunteers wouldn’t want to do it. If they knew they were taking 
someone’s paid livelihood from them we wouldn’t keep them in the organisation” (Beth, 
stakeholder interviewee).  
 
Indeed, a small number of PSVs in both surveys and interviews acknowledged these issues 
when considering their contribution as a volunteer, indicating a clear stance around job 
substitution: “One wants to assist without depriving anyone of a job” (Michelle, operational, 
altruistic PSV survey respondent, female, over 65 years, long-term volunteer); “I joined 
because I wanted to help my local officers in any way I could. It definitely was not, in any way, 
to take jobs away from the force. I stipulated that from the start and have maintained that 
stance since” (Danielle, non-operational, altruistic PSV survey respondent, female, over 65 
years, volunteer service length not stated). PSV Pippa was also firm about this point: “I would 
like to stress this, that one of the first questions I asked – and I asked it repeatedly to be sure 
– I was very worried about taking someone’s job…Because that was really important to me. 
The truth is, if I thought that was going to be the case, I wouldn’t do it. It’s a simple as that” 
(Pippa, operational, social PSV interviewee, female, over 65 years, long-term volunteer).  
 
7.6.3. Restructuring and Removing PSV Opportunities  
 
The challenges of sourcing meaningful and appropriate tasks for PSVs was compounded by 
broader structural changes in the police organisation as a result of cost saving exercises. 
Indeed, in addition to the overt effects of budget cuts (in particular, significant reductions in 
volunteer manager posts discussed earlier), stakeholders, volunteer managers and (to a lesser 
extent) PSVs in this study also referred to subtle changes which had resulted in a more difficult 
environment in which to involve volunteers in policing. For example, the restructuring and 
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centralisation of borough departments (e.g., duties, finance, resources), driven 
predominantly by cost-related ambitions for greater efficiency, have removed opportunities 
for volunteer support roles. Volunteer manager Colby highlighted the effect this had on 
sourcing meaningful tasks for volunteers where they could contribute positively (themes 
identified as important to volunteers in Chapter Five) “in an organisation that is contracting 
massively, and where priorities are very front line focused” (Colby, volunteer manager 
interviewee).  
 
7.6.4. Changing Conversations in a Changing Landscape 
 
The rapidly changing landscape in which policing operates, largely prompted by fiscal 
constraint, led some stakeholders to reflect on the need for renewed debate around who 
does – or could – carry out policing tasks in the future. Stakeholders were under no illusion 
about the magnitude of this, referring to a “sea change” in terms of involving PSVs (Kenneth, 
stakeholder interviewee), confronting “difficult, crunchy issues” (Clive, stakeholder 
interviewee), and “working out a pragmatic response” to no longer being able to say that 
“black and white – volunteers should never replace paid staff”, while acknowledging that this 
can be “very, very damaging where that does happen” (Nathan, stakeholder interviewee). 
However, there was recognition that this position may not remain static, particularly in a 
changing police environment where finances are contracting but demands to deliver a broad 
service continue unabated.  
 
According to stakeholder Clive, “there is a demand out there for policing services and a 
significantly reduced workforce left to do it, so you’ve got to think of different ways of 
achieving that” (Clive, stakeholder interviewee). Stakeholder Kenneth questioned whether 
the ‘game would change’: “Will austerity push the fact that forces will say one day ‘we cannot 
do all this without volunteers’?’’ (Kenneth, stakeholder interviewee). Stakeholder Neil 
broadened the focus to wider issues around pluralisation of policing:  
 
“Whether they [volunteers] replace [paid roles] or not is just an argument about 
what the organisational structure of a police force looks like, and I think that will 
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change over the next ten years or so. So things will be done more outside of the 
formal organisation of the police force than inside it. This opens up the potential 
for more activity to be done by volunteers or by policing agencies… I think that the 
expectation on what the police will do as an organisation will change. The police 
organisation will have to do less. But it doesn’t mean that there will be less 
policing. It just might be that work will happen outside of the formal police service” 
(Neil, stakeholder interviewee).  
 
Moving conversations forward to more imaginatively consider the role of the PSV in policing 
demands an adequately resourced infrastructure to support and develop volunteers. As 
stakeholder Esme highlights, considering the role of the PSV in a changing landscape requires: 
  
“Strategic vision for what volunteers can bring” as without this they “can quite 
easily just be seen as cost saving, cost cutting, job replacement which is what we 
wouldn’t see as good practice…it’s about starting from a place of what’s the value 
that volunteers can bring? How does this fit with the strategic direction of the 
organisation?” (Esme, stakeholder interviewee).  
 
Indeed, failing to invest in volunteer management and the wider infrastructure necessary to 
appropriately involve volunteers may risk leaving “a trail of destruction behind you” (Nathan, 
stakeholder interviewee). 
 
7.7. Chapter Summary and Conclusion  
 
While the previous three chapters were, for the most part, ‘inward looking’, considering 
factors related directly to the individual volunteer, their motivations, the contributions they 
feel able to make, and their experiences alongside officers and staff, this chapter has turned 
its focus ‘outward’ to the organisation itself. However, these two analytical ‘gazes’ are very 
much part of the same story. Volunteer motivations, the contribution they feel able to make, 
and their relationships with others are overwhelmingly influenced by the vision and 
investment in place to involve volunteers within an organisation. Indeed, reflecting on 
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volunteers in a health setting, Cordery et al. (2015) argue that organisations that adopt 
effective management practices and dedicate resources to volunteer programmes are likely 
to benefit most from involving volunteers in their work.  
 
The influence of management on volunteer experience was clear from PSVs who took part in 
this study. Many shared positive stories of supervision and support from their volunteer 
manager, receiving an induction when they joined, and flexibility to help them juggle 
volunteering alongside other commitments. PSVs’ feelings around receiving supervision, 
support, and development often thematically ‘clustered’ with each other (i.e., those who 
were positive about their supervision were more likely to state that they felt supported and 
have opportunities to develop and vice versa), and the variables around contribution and 
satisfaction developed in Chapter Five. Some spoke about development opportunities and 
the effort that volunteer managers invested in identifying roles that matched their interests 
(which may or may not align to their existing skills or prior experiences) (Millie and Hirschler, 
2018) and allowed them to see the contribution they made to policing – features that 
volunteers have been shown to attach importance to in both policing (Callender et al., 2019) 
and non-policing (Jamison, 2003; Wisner et al., 2005) spheres. These are also the features 
that have been shown to be instrumental in the development of role identity (Grube and 
Piliavin, 2000; Penner, 2002). With clear links to volunteering commitment and retention, 
Marta et al. (2014) argue that organisations should develop volunteer identity amongst their 
volunteers as a management goal. However, a number of PSVs – and the volunteer managers 
that supported them – reported a less positive range of experiences: of limited access to 
training and other opportunities to develop (excluding The Career PSV – the most likely of the 
motivation typologies to feel that they had access to training and development opportunities 
– likely an important driver for this personal development motivated volunteer to continue 
to give their time); of depleting resources and structural changes that vastly reduced 
volunteer management capacity; of a lacking infrastructure to support a sustainable 
volunteer programme; and of a hierarchy of police volunteers, of which PSVs were at the 
bottom.  
 
Findings pointed firmly to the importance of leadership at national, force, and individual team 
level – themes that have featured prominently throughout volunteering literature more 
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generally (e.g., Grossman and Furano, 1999; Brudney, 2000) – however, concern that this was 
lacking in parts. Indeed, stakeholder and volunteer manager interviewees referred to a lack 
of clarity around strategic vision for PSVs, disparate approaches to their involvement, and 
lower priority afforded to this type of police volunteer compared to their Special Constable 
and Police Cadet counterparts. Notwithstanding, volunteer managers also spoke of a number 
of committed senior leaders who recognised the contribution that volunteers could bring, 
placing them at the heart of service delivery alongside officers and staff, and of teams that 
welcomed volunteers and made clear that they were valued. However, this was often 
dependent on enthusiastic individual officers and staff, rather than sustainable, 
comprehensive policies that embedded volunteers within the workforce and viewed their 
presence as ‘business as usual’. The chapter explored the challenges of establishing an 
approach to involving PSVs, and an infrastructure to support and develop them, within a 
changing policing landscape – of the impact of restructuring services on tasking volunteers, 
the debates around the additionality versus substitution ‘offer’ of PSVs, and the potentially 
uncomfortable conversations that lay ahead in terms of effectively drawing on the somewhat 
underutilised PSV capacity (as highlighted in Chapter Five) in a struggling police service. The 
final chapter of this thesis revisits the data presented throughout the four findings chapters, 
and seeks to further unpack the challenges around involving PSVs in order to explore and 
imagine their role going forward in a rapidly changing police service.  
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8. Chapter Eight: Study Implications and Conclusions 
 
8.1. Introduction  
 
This thesis has focused on Police Support Volunteers – non-warranted and (usually) non-
uniformed individuals who give their time freely to perform tasks that complement the duties 
of police officers and staff. Drawing on survey data gathered from 140 PSVs, and semi-
structured interviews with 20 PSVs, and five volunteer managers in the Metropolitan Police 
Service, and seven key stakeholder figures with a role in setting the direction of volunteers in 
policing (in the Metropolitan Police Service and wider organisations), it has considered four 
key questions pertinent to the involvement of PSVs in policing – areas that, thus far, have 
remained distinctly underdeveloped in the extant literature:  
 
1. What are the motivations that drive PSVs to volunteer for the police service, both 
initially and on a continuing basis? 
2. What roles and tasks do PSVs undertake, and what is their contribution to policing?  
3. What are PSVs’ experiences of being involved and feeling valued within the police 
service, and what meaning do they attach to these experiences? 
4. What infrastructure is in place – and what is required – to support and develop PSVs, 
in particular dedicated volunteer management? 
 
The study has considered these issues against the backdrop of a changing police service. 
Indeed, throughout the short 25 year or so history of the PSV role, shifts in the ‘look and feel’ 
of policing have been sizable: a pluralising workforce with growing diversity in terms of those 
who can ‘do policing’; a changing relationship between the citizen and the state with a 
spotlight on localism and active citizenship; and, in more recent years, a considerably slimmer 
public purse to resource it (Crawford, 2008; Millie, 2014; Bullock, 2017). While these factors 
have created an environment that is arguably conducive to a volunteer presence, they have 
also contributed to unfavourable conditions: a police service that, to some extent, continues 
to struggle with pluralisation and seeing the full potential of ‘others’ (beyond the warranted 
officer); where the effects of significant and far-reaching budget cuts endure; and where 
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issues of additionality and substitution have created much debate regarding the place and 
purpose of the PSV.  
 
This thesis contributes to an acutely underdeveloped evidence base around PSVs, although 
one that is slowly expanding – largely throughout the lifetime of this PhD. Indeed, since this 
doctoral research commenced, a national survey has provided a more accurate picture of the 
number of PSVs across forces in England and Wales (Callender et al., 2018a), issues and 
challenges facing PSVs and the impact that these have on feelings of morale and satisfaction 
have been explored (e.g., Bullock, 2017; Callender et al., 2019; Millie, 2019), and studies have 
begun to offer a flavour of the experiences of non-warranted police volunteers in an 
international context (e.g., Uhnoo and Löfstrand, 2018; van Steden and Mehlbaum, 2019). 
This adds to an existing evidence base on Special Constables (e.g., Bullock and Leeney, 2014; 
Whittle, 2014; Dobrin and Wolf, 2016), broader relevant policing issues including pluralisation 
of the police workforce (e.g., Loader, 2000; Crawford, 2008; O’Neill, 2014) and the changing 
nature of policing during austere times (e.g., Millie and Bullock, 2012; Millie, 2014), and a 
wealth of multi-disciplinary studies of volunteering more generally (e.g., Brudney, 2000; 
Wilson, 2000; Wisner et al., 2005).  
 
However, literature around PSVs specifically – a distinctly different volunteer group to Special 
Constables, and one that calls for a separate branch of inquiry – remains scant. The currently 
small pool of studies (see above) has begun to offer insight in to the experiences of being a 
PSV; however, the field remains open for considerable further development. This study builds 
on learning to date and attempts to shed further light on why people choose to give their 
time as a PSV and shifts in their motivations as their volunteer ‘service’ increases, the 
contributions that PSVs feel they make to policing, their feelings of being underused and 
wanting to do more, and the effect of this on their levels of satisfaction. It also places a focus 
on the police service itself, exploring PSVs’ relationships with others, the extent to which they 
feel valued and recognised for their contribution, and investment made in involving 
volunteers in service delivery. The study brings an original ‘lens’ to analysis – two sets of 
typologies to explore similarity and difference in PSV experiences by motivation and role type. 
This approach has offered much to studies of PCSOs (Cosgrove, 2016) and Special Constables 
(Ramshaw and Cosgrove, 2019), but to date has remained largely untouched in terms of PSVs. 
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The study also offers a theoretical perspective to this field, framing the significance of PSV 
experiences within the police service through role identity theory. While not proposing a 
unified theory of police volunteering, this does add to a much-underdeveloped aspect of the 
volunteer literature base more broadly – particularly so within the field of police volunteering. 
This study presents a timely contribution, with the recent Policing and Crime Act 2017 
allowing chief officers to confer a range of powers to volunteers (excluding those in a core list 
reserved for warranted officers). Such opportunities to develop the role of PSVs call for a 
robust evidence base; one which – despite the welcome addition of studies outlined above – 
currently remains limited in both volume and scope. 
 
This final chapter brings together the central themes identified throughout the thesis and 
attempts to unpack their meaning within the police service – a dynamic and fast-moving 
environment which differs notably from many other volunteering realms. The chapter 
explores the implications of study findings in terms of recognising and responding to 
motivations, enabling opportunities for meaningful contributions that are valued and 
recognised, and creating an infrastructure for effectively involving volunteers in policing. It 
goes on to consider the involvement of PSVs going forward – the challenges that the police 
service faces in terms of rethinking and reassigning tasks alongside shifting demands, a 
pluralising workforce, and diminishing resources – and seeks to reimagine the role of PSVs 
within this. Finally, the chapter looks ahead to further developing the evidence base and 
considers role identity theory as a potential framework to help make sense of findings, 
offering new directions for a currently under theorised field. 
 
8.2. Study Implications: Responding to Motivations, Recognising Contributions, and 
Resourcing Volunteer Programmes 
 
The four findings chapters in this thesis each explored a different aspect of ‘being’ a PSV and 
‘doing’ volunteering in the police service: motivations for initially volunteering and continuing 
to do so; the roles that PSVs undertake and the contributions that they perceive they make 
within them; the experiences that PSVs have within the police service of being valued, 
recognised, and involved; and the organisational approach to involving volunteers and 
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investment made in infrastructure to support and develop them. This section explores the 
implications of each of these chapter themes for how volunteers are involved in policing, 
under four headings: acknowledging and responding to changing PSV motivations; fulfilling 
PSV motivations through meaningful contributions; recognising and valuing PSV 
contributions; and creating an infrastructure for involving PSVs in policing. It then goes on to 
consider these findings alongside concepts of role identity, using this as a theoretical 
framework to help make sense them and their meaning for volunteers in policing.     
 
8.2.1. Acknowledging and Responding to Changing PSV Motivations 
 
The motivations of PSVs in this study were varied; however, common themes of altruism, 
seeking social gains and something interesting or exciting to do in free time, and personal 
development or career motivated goals were present throughout (and used to create three 
motivation typologies – The Altruistic PSV, The Social PSV, and The Career PSV – to structure 
analysis). Despite the slightly anomalous setting in which PSVs operate – a statutory, state-
funded emergency service that cannot be reliant on voluntary contributions – trends 
identified in this study largely reflected those from broader volunteer literature (e.g., Laverie 
and McDonald, 2007; Rochester et al., 2012) with PSVs’ motivations predominantly falling 
within ‘outward facing’ (i.e., supporting, enabling, or enhancing services for others) or ‘inward 
looking’ (i.e., personal, social, or professional development of the self) categories. Indeed, 
while the police service presents a somewhat unusual environment for the volunteer 
(compared, for example, to the charity shop, homeless shelter, or befriending service), 
common themes of altruistic, social, and self-oriented goals featured as consistently in this 
study of PSVs as wider studies of volunteering, including those conducted in health agencies 
(e.g., Clary et al., 1998), sporting events (e.g., Bang and Ross, 2009), and social care settings 
(e.g., Cnaan and Goldberg-Glen, 1991). This suggests a universalism of sorts: although 
decisions may be guided in part by an interest in the goals and mission of the specific 
organisation (Gill, 1986; van Steden and Mehlbaum, 2019), a sense of wanting to give to 
others, fulfil personal goals (whether social or career in nature) or, most likely, a combination 
of the two, are at the root of individuals’ decisions to volunteer, regardless of the setting in 
which they choose to do so.  
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While altruistic drivers for volunteering, for the most part, remained constant for PSVs in this 
study – featuring as the most prominent initial and continuing motivation, followed by social 
and career drivers – the transitory nature of PSVs’ motivations in this study was also clear. 
The reason(s) why an individual chose to become a PSV did not always mirror those for 
continuing to volunteer, with motivations shifting over time. There was a notable ‘rise’ of The 
Social PSV when considering differences between initial and continuing motivations for 
volunteering, and a ‘demise’ of The Career PSV. The reasons behind this were not well 
defined; however, were likely linked to individual changes in personal motivations or (or, 
indeed, perhaps, and) experiences once within the volunteering organisation: of initial 
altruistic intents waning naturally over time; of an unanticipated group of friends or support 
network developing alongside other volunteers, staff members, or officers; or of driving 
motivations linked to ‘making a difference’ or pursuing career or personal development goals 
being tempered by the realities of the organisation and opportunities for the volunteer to 
fulfil these expectations. Indeed, for some PSVs, individual experiences or initially unexpected 
benefits of volunteering coming to fruition once they have sight of the organisation from the 
‘inside’ – both in terms of how it operates and what it can offer to the volunteer – may have 
prompted a shift. For others, changing motivations may have reflected an adjustment once 
the reality of being a PSV set in, and it became clear what the role could (and, perhaps more 
importantly for some, could not) offer. However, while personal motivations shifted, the 
importance of the organisation understanding and responding to these motivations (both 
initial and continuing) remained constant. 
 
This has implications in terms of the roles that volunteers undertake, their experiences within 
them, how they are managed, and the extent to which they feel able to contribute in the way 
they hoped. Motivations, and the extent to which an organisation recognises and responds 
to them, have been shown to be influential in terms of volunteer decisions and behaviour, 
satisfaction within their role, and their intention to continue to give their time (e.g., Omoto 
and Snyder, 1995; Clary and Snyder, 1999; Davis et al., 2003). Previous studies (e.g., Clary et 
al., 1994; Penner, 2002; Chambre and Einholf, 2011) have argued that people generally 
engage in volunteering because it fulfils specific goals or needs that are important to the 
individual. Indeed, the issues that PSVs in this study raised when talking about their 
motivations often bore similarities with those related to their contributions, suggesting an 
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overlap between the reasons why volunteers give their time, and the contribution that they 
hope to make while doing so.  
 
Assuming that volunteer programmes are seeking to engage and retain individuals, 
identifying and understanding motivations, and matching them to opportunities to fulfil them 
is an effective strategy. However, matching motivations with suitable tasks to fulfil them 
requires an understanding that goes beyond assuming that volunteers engage simply to ‘help 
others’ (Bang and Ross, 2009). While altruistic motivations are common amongst volunteers 
– forming the largest category in this study – drivers for volunteering are often multi-
dimensional combining both other- and self-oriented elements (Penner, 2002; Chambre and 
Einholf, 2011). In order to effectively engage volunteers, the police service need to invest in 
identifying, understanding, and responding to these motivations – both those that draw 
volunteers in initially and those which encourage them to remain (Finkelstein, 2008) – and 
recognise the shifting nature of these motivations. Indeed, the reasons that individuals 
initially volunteer do not necessarily reflect their reasons for continuing to do so – as 
evidenced in this study, with an increase in The Social PSV and a decline in The Career PSV as 
volunteer ‘service’ progressed. This underlines the importance of a research approach that 
recognises the differences in PSV motivations, such as the typologies adopted in this study, 
rather than assuming a homogenous PSV experience.  
 
8.2.2. Fulfilling PSV Motivations through Meaningful Contributions  
 
The roles that PSVs in this study undertook were fairly disparate, spanning a range of police 
functions including front counter roles, desk-based administration, carrying out quality call 
backs with victims or witnesses, viewing CCTV footage, supporting the Volunteer Police Cadet 
programme, and a range of more specialist interest positions (e.g., gardening, events 
management, criminal exhibits support). These were used to create two further typologies: 
The Operational PSV – roles that a police officer may have or had in the past some 
involvement in conducting or supporting; and, The Non-Operational PSV – roles that were 
more likely at some time to have been carried out by police staff, another volunteer, or not 
at all without the involvement of a volunteer). A story of volunteers taking on roles previously 
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carried out by paid members of staff came to the surface here – issues that will be re-visited 
later in this chapter.  
 
Themes emerging around PSVs’ contributions in their roles – freeing up officer or staff time, 
serving the community, and giving time and skills – often mirrored those relating to their 
stated motivations for volunteering in the first place or continuing to do so. This points to a 
connection between a volunteer’s draw to an organisation and decision to freely give their 
time, and their experiences within it. Indeed, PSVs want to be placed in roles and to undertake 
tasks that allow them to fulfil their motivations for choosing to give their time to policing 
(Clary et al., 1994; Omoto and Snyder, 1995; Penner, 2002). Freeing up officer or staff time to 
enable them to engage in tasks that PSVs felt were more suited to their powers or skills (most 
notably for uniformed officers, patrolling the streets and supporting the community) was the 
most frequently cited contribution, with The Operational PSV featuring prominently here – 
likely driven by their roles on police station front counters. Turning to motivation typologies, 
The Altruistic PSV and The Career PSV featured more than The Social PSV within this 
contribution theme (for initial motivations – increasing when considering continuing 
motivations). While the motivations of The Altruistic PSV and The Career PSV differed, the 
contribution of freeing up officer and staff time offered potential to serve distinct functions. 
The Altruistic PSV often saw this as an opportunity to ‘do good’, taking on burdensome tasks, 
which they thought would enable officers and staff to better serve the community. For The 
Career PSV, this was a chance to gain skills by undertaking tasks that were previously related 
to paid roles (arguably more meaningful or ‘valid’ in nature), develop their CV, and improve 
their likelihood of future paid employment. Some PSVs spoke about contributions beyond the 
three categories outlined above, drawing on their capacity to bring a unique ‘offering’ to the 
police service: a dual status – essentially an ‘outsider’ located ‘inside’ the organisation. They 
felt that this enabled them in terms of community engagement, an alternative perspective, 
and being less shackled by institutional bureaucracy – features they considered beyond the 
reach of the paid workforce.  
 
The consistent feature when considering PSV contributions in this study was a desire to be 
(or, at least, feel) useful, and to make a meaningful contribution. However, not all PSVs in this 
study felt that they were useful, that they did make the meaningful contribution they hoped, 
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or, at least, felt they had more to give as a volunteer. Indeed, despite feeling positive about 
other aspects of their roles (interesting tasks, being clear about the purpose of their role and 
priorities of their team, and feeling that tasks helped their team, MPS, and community), PSVs 
in this study were notably more uncertain around feeling that they were used effectively or 
had enough tasks to do. They felt they had the capacity – and, often, the skillset – to do more, 
and wanted to contribute further in their volunteer roles. The Operational PSV was the more 
prominent of the role typologies here – perhaps reflecting expectations of how they would 
be involved (i.e., an operational role being more aligned to the core ‘business’ of policing and, 
therefore, a busier one). In terms of motivations, The Career PSV was the most likely to state 
they were used effectively. Given the personal development motivations of The Career PSV, 
it is perhaps reasonable to surmise that those who did not feel used effectively would leave 
the organisation; meaning those that remained and, therefore, were available to feature in 
this study were likely to be more positive about the volume and nature of their volunteer 
tasks.  
 
Feelings of being well used and adequately tasked were linked to PSVs’ feelings of satisfaction 
and, consequently, their intentions to continue to volunteer. Indeed, feeling underused was 
the primary reason given by PSVs who were uncertain about their intentions to continue 
volunteering with the MPS in the future. Although only a small proportion in this study, when 
scaled up to a force level this may present a more sizable and concerning volume of PSVs who 
are at risk of withdrawing their services because they are not able to contribute in the way 
that they hoped. These themes have been reflected in other studies with the importance of 
meaningful taskings that usefully add to organisational goals, and provide opportunities for 
growth and development – and the consequences of failing to offer these in terms of 
volunteer satisfaction and longevity – highlighted in broader volunteering literature (e.g., 
Penner, 2002; Jamison, 2003) and the limited studies focusing on police volunteering – both 
PSVs (e.g., Callender et al., 2018a; Millie, 2019), and Special Constables (e.g., Gaston and 
Alexander, 2001).  
 
The extent to which these contributions (and their ‘meaningfulness’) were realised is 
unknown; although, they offer clues to what PSVs hoped their contribution to be. However, 
as Bullock (2014: 10) argues, extending policing and crime control related tasks beyond state 
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actors is “inherently problematic”. Good practice principles agreed between the UK 
government and voluntary and community sector state that volunteers should provide 
additionality to police services, rather than being central to or supplementing them (Compact 
Code of Good Practice on Volunteering, 2005) – but creating meaningful volunteer 
placements that are interesting to the volunteer, while meeting the needs of the constabulary 
is challenging (Bullock, 2017). Adhering to this presents volunteer managers with increasing 
difficulties in tasking PSVs with roles that fulfil their motivations and desire to contribute, 
while not straying in to formerly (or currently) paid staff realms. Indeed, concerns about 
substitution of previously paid roles that have featured regularly in debates around 
volunteers in policing, most notably by the public service union Unison (2014, 2018), were at 
the forefront of volunteer managers’ minds in this study and this impacted on their ability to 
task PSVs.  
 
It was clear that some PSVs in this study were taking on some roles that, at one time, had 
been carried out by a paid member of the police workforce. These were often roles that a 
police service facing large-scale budget reductions may be unable to resource – staffing low 
footfall front counters, phoning victims or witnesses of crimes to ask about the quality of 
service they received, filing documents that otherwise would have remained in storage – but 
can continue to deliver with the support of volunteers. Studies of volunteering more broadly 
(e.g., Cnaan and Goldberg-Glen, 1991; Choudhury, 2010), and those conducted in a police 
environment (e.g., Ren et al., 2006; Phillips, 2013; Wolf et al., 2016), have highlighted the 
benefits of volunteering in terms of being able to continue to deliver services in the face of 
struggling budgets, and the opportunities they provide to compensate for increasingly scarce 
resources. However, the tasks that PSVs undertook did not seem to translate in to a cohort 
that were ‘busy’ – rather one that felt underused, who had more to offer, and were, at times, 
frustrated at not being able to do so. This perhaps throws suggestion that the police service 
is increasingly relying on PSVs to deliver tasks formerly carried out by paid members of staff 
in to some doubt. A volunteer ‘workforce’ stepping in to the place of a previously paid one 
and propping up a struggling service is unlikely to feel underused, or have capacity to offer 
more, as they were in this study. These features have been linked with lower levels of 
volunteer satisfaction (Wisner et al., 2005). Indeed, although few PSVs in this study were 
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uncertain about their future as a volunteer, those that stated they were frequently 
highlighted not having enough to do as a driver behind this.   
 
Inadequate or inappropriate taskings may point to an organisation that is unclear about the 
role of PSVs. The PSV contribution in this study was broad and varied, a theme reflected in 
previous studies outlining the PSV role (e.g., Callender et al., 2018a). While this showcases 
the extensive potential of the PSV in policing, it also highlights the ill-defined and patchy 
nature of the role. Volunteers are an arguably unstable group over whom the police service 
has relatively little authority – a difficult concept for this traditionally hierarchical, disciplined 
organisation to grasp (Loader, 2000; Corcoran and Grotz, 2016; Bullock, 2017). Moreover, 
despite operating within a pluralised environment to some degree for virtually its entire 
existence, with a range of actors involved in the delivery of services, the police institution 
continues to struggle to cast its scope beyond normative policing provision and imagine how 
‘others’ (including the PSV) might be routinely involved. This has implications for PSV 
experiences within the police service, with officer and staff understanding of how best to 
involve volunteers often fragmented or piecemeal. This lack of clarity around the position of 
the volunteer makes it difficult to manage PSV expectations, task them appropriately, or 
involve them effectively within the ‘fabric’ of policing – particularly when dedicated volunteer 
management resources are dwindling as was the case in this study. This leaves the tasking of 
PSVs to the tenacity and enthusiasm of individual officers and staff. While this study has 
shown that such an approach can lead to ‘pockets’ of innovation and efficiency in involving 
PSVs, it does not provide a sustainable framework to embed volunteers within policing, 
particularly during periods of uncertainty and transition. Furthermore, a narrow approach to 
involving PSVs which fails to create clear roles, clarify their purpose, or recognise the full 
extent of ‘added value’ that they can bring when appropriately tasked, can be detrimental to 
the perceptions and experiences of both PSVs and the police workforce around them 
(Callender et al., 2018a).  This can lead to a culture of disinterest or detachment on part of 
both the PSV and the paid workforce, which has negative implications for how PSVs are 
involved and valued in policing.  
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8.2.3. Recognising and Valuing PSV Contributions  
 
Findings from this study indicate that PSVs’ experiences within the police service are not 
influenced solely by ‘what they do’ and ‘why they do it’.  As Grube and Piliavin (2000) 
highlighted, volunteer experiences take place within a situational context and the 
characteristics of that context must also be considered when exploring volunteer behaviour. 
Indeed, fulfilling (or, at the very least, managing) individuals’ motivations for volunteering 
goes beyond recruitment, induction, and tasking. The importance of volunteers feeling valued 
and appreciated for their contribution – particularly in the absence of financial remuneration 
– has been noted across volunteer literature more broadly (e.g., Fallon and Rice, 2015; Alfes 
et al., 2017), as well as police specific studies (e.g., Bullock, 2017; Callender et al., 2019; 
Ramshaw and Cosgrove, 2019), with findings often pointing to the link between volunteers 
feeling valued and recognised for their contribution, and levels of satisfaction and intention 
to continue to give their time.  
 
For PSVs in this study, relationships with others and the extent to which they felt involved in 
the work of their team and the wider organisation were prominent and influential features of 
their overall experience. Furthermore, being recognised and valued for the contribution they 
made was important and those PSVs that felt this attached great meaning to it. Those that 
did not were keenly aware of its absence. It was positive to note that most PSVs in this study 
did feel valued for their contribution, considered themselves to be part of a team, and were 
treated with respect by others including volunteers, police officers, and staff. Freetext survey 
comments and interview discussions highlighted the features that contributed to these 
feelings: being treated as one of the team by officers and staff, involved in conversations 
around team work, and receiving symbols of appreciation and recognition – from emails of 
thanks to being included in social events. However, there was more uncertainty (albeit not 
always outright disagreement) in terms of PSVs feeling involved in decision making, able to 
share ideas and suggestions that were taken in to consideration, police officers and the public 
seeing them as part of the team, and feeling integrated within the Metropolitan Police 
Service. Again, comments from PSVs in this study pointed to the factors that generated this 
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uncertainty: their contributions going unrecognised, and a general lack of interest in the time 
and skills they bring which had a demoralising effect on feelings about their role. 
 
The Altruistic PSV highlighted some of the most interesting trends when considering the 
motivation and role typologies utilised in this study, with these PSVs amongst the least likely 
to feel that police officers saw them as part of the team, and dominating the small number of 
respondents who stated ‘got worse’ when asked about how feelings of integration in the 
police service had changed over the time they had been volunteering. Indeed, in survey 
freetext comments and during interviews, it was frequently The Altruistic PSV (over the other 
motivation typologies) that shared stories of either feeling or not feeling valued and involved 
within their volunteering roles, suggesting that this aspect of the volunteer experience 
(whether positive or negative) held particular resonance for them. With other oriented 
motivations often predicting extra-role behaviour – volunteers going ‘above and beyond’ 
(Cornelis et al., 2013) – it may be that The Altruistic PSV in this study held heightened 
expectations of how they would like their contributions and experiences to ‘play out’, 
resulting in elevated levels of satisfaction or disappointment depending on whether this was 
realised.  
 
PSVs in this study attached considerable meaning to feeling part of a team and being 
recognised for their contribution, with data pointing to higher levels of satisfaction and 
feelings of being well integrated amongst those PSVs who felt that police officers saw them 
as part of the team and who felt involved in the work of the team (compared to those who 
were uncertain or disagreed). For those PSVs who did not feel recognised or valued for their 
contribution, the effects were damaging – they were less satisfied and more likely to be 
unsure about their future as a volunteer. However, the stand out feature from analysis of 
PSVs’ feelings of being involved and recognised in this study was less about those who 
reported negative experiences – and more those who did not. This was unexpected. The 
police service is traditionally presented as a culturally anomalous background, characterised 
by uncertainty, danger, authority, suspicion, social isolation, group loyalty, and apathy 
towards ‘others’ (Paoline, 2003; Reiner, 2010; van Caem et al., 2013). Members of the 
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community are not regarded as natural partners with the police, with officers and staff often 
sceptical about what they can achieve, doubtful about their motivations for wanting to 
undertake the role for free, and frustrated with issues prioritised which may not fit with 
traditional policing roles (Millie and Bullock, 2012; Bullock and Leeney, 2013; Myhill and 
Bradford, 2013). Furthermore, the tasks and roles that PSVs undertake – often community-
focused and supportive in nature – do not necessarily conform to ideas of ‘real police work’, 
a key component of the ‘crime fighter’ tradition that police officers and agencies “hold tightly 
to” (Paoline et al., 2000; Herbert, 2001b; Loftus, 2010; Phillips, 2013: 290). This has been 
shown to have implications for integration of other members of the extended police family 
who are not seen to be undertaking ‘real police work’ – most notably PCSOs, who Cosgrove 
(2016: 132) posits are often only able to “participate from the side-lines”.  
 
However, PSVs in this study rarely reported incidences of deliberate exclusion or ‘othering’ 
that have featured in some wider policing literature (e.g., Herbert, 2001b; Loftus 2010). 
Indeed, some PSVs perhaps pointed to an alternative narrative, giving their time alongside 
officers and staff who welcomed those who can add value and help them ‘get the job done’. 
In their research on police partnerships, O’Neill and McCarthy (2012: 2, 11) found less marked 
suspicion of ‘outsiders’ than some previous studies suggested, with partnership work 
frequently welcomed and valued. The authors related this to a “traditional police orientation 
to pragmatism” suggesting that greater acceptance of others is “because of police culture, 
not in spite of it”. Experiences of partnership working, the authors (ibid) argued, were usually 
more effective with individuals or agencies that the police had grown to see as reliable, and 
with whom they had gained familiarity and trust. Indeed, a number of studies have shown 
that increased exposure to members of the wider policing family – including volunteers – 
improves officer and staff views and likelihood of acceptance, socialising them into new ways 
of working, seeing them as part of the conventional work environment, and reducing the 
perceived threat they may be seen to pose (Paoline et al., 2000; Gravelle and Rogers, 2009b; 
Phillips, 2013; Phillips and Terrell-Orr, 2013; IPSCJ, 2016). This underlines the importance of 
opportunities for PSVs to interact with members of the paid workforce, and for the workforce 
to experience the benefits that volunteers have the potential to bring.  
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While the stand out feature of this study was the volume of PSVs who did feel valued (rather 
than those who did not), PSVs invariably related this to the behaviour and actions of individual 
officers, staff members, or leaders promoting and celebrating the contribution that 
volunteers made (or had the potential to make) – rather than as part of an embedded 
organisational approach that routinely involved and valued volunteers in the work of the 
police service. A sense of volunteers feeling recognised amongst their immediate colleagues 
but not by the police service as a whole has been noted in wider studies (e.g., Bullock and 
Leeney, 2014; IPSCJ, 2016; Strudwick et al., 2017), which Callender et al. (2018a: 13) argues 
may reflect broader cultural discourses in which “volunteers may not be valued as integral to 
policing workforce models and delivery”. While creating a space in which PSVs feel valued and 
their efforts appreciated is important at this individual officer level – where police work is 
most directly controlled and delivered (Gravelle and Rogers, 2009a; Carr, 2012) – this is an 
unsustainable approach, lacking in strategic commitment, which leaves volunteering 
positions vulnerable when individual officers and staff members move on, or priorities 
inevitably shift.  
 
Furthermore, while negative experiences were less common in this study, where they did 
occur PSVs often drew on themes of lack of integration alongside paid members of the 
workforce or – more frequently – no relationship at all when describing them. This was 
demoralising, leading to feelings that their contribution as a volunteer was not recognised. 
Indeed, for some PSVs in this study, contact with police officers or a broader range of paid 
members of staff (beyond their volunteer manager) was minimal – at times, non-existent. 
This may point more towards volunteers being unintentionally overlooked within a busy and 
fast-moving environment, or a sense of indifference, disinterest, or apathy towards unpaid 
members of the workforce, rather than more deliberate exclusion by officers and staff 
(although this is, of course, possible). Whichever standpoint is taken here though, the result 
is largely similar in term of the peripheral position in which this places PSVs in the police 
service. Addressing this requires greater clarity around the PSV role, organisational ‘buy in’ in 
terms of involving volunteers, and an infrastructure that supports and develops them in order 
to fulfil their potential within the organisation.  
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8.2.4. Creating an Infrastructure for Involving PSVs in Policing 
 
Integral features of the PSV experience highlighted throughout this study – feeling supported, 
developed, and able to contribute in ways that acknowledge motivations for volunteering, 
within teams that recognise and value individuals, and are attuned to the role that they hold 
within policing – have been linked to an adequately resourced volunteer programme 
(including a paid manager or coordinator) and an organisational approach which embraces 
(or, at least, notices and considers) volunteers (e.g., Brudney, 2000; Shin and Kleiner, 2003). 
However, it has been recognised that the infrastructure required to support PSVs – and the 
top-level vision for involving them at the outset – is often not routinely forthcoming in police 
environments (Britton and Callender, 2018; Callender et al., 2019). 
 
PSVs in this study were largely positive about levels of supervision, receiving an induction 
when they first started volunteering, and knowing where to get support; however, there were 
higher levels of uncertainty in terms of access to resources, receiving feedback, and training 
and other opportunities to develop in their roles. In terms of the typologies used in this study, 
The Operational PSV more frequently felt they had access to training and opportunities to 
develop, compared to their non-operational counterparts, although were less likely to 
comment positively on supervision, feedback, or knowing where to get support. The 
volunteering environment of The Operational PSV – often on the front counter in this study – 
may offer some insight here, with the role necessitating enhanced levels of training (e.g., first 
aid, health and safety, assessing suspect packages); although taking place in a workspace that 
may feel more isolated and removed from a broader team of other volunteers and paid 
members of the workforce. The Career PSV was the most likely of the three motivation 
typologies to feel they had access to training and opportunities to develop. As outlined earlier, 
this may reflect attempts to satisfy drivers for giving time: career-focused PSVs not provided 
with opportunities to fulfil their motivations to enhance skills and improve employment 
prospects may move on and, therefore, would not feature in this study.  
 
The importance of volunteer managers to PSVs in this study was clear throughout survey 
freetext comments and interview data. The volunteer manager was instrumental in terms of 
understanding PSVs’ skills and reasons for giving their time, and identifying opportunities for 
	 221	
them to fulfil them. They also took on an important ‘outward’ facing role, championing and 
promoting PSVs throughout the police service and acting as an interface between the 
individual volunteer and broader organisation. These initial encounter phases – in which the 
volunteer manager plays a central role – enable both the individual and the wider police 
service to understand where the PSV ‘fits’ and the contribution they can make, supporting 
their integration within the organisation (Callender et al., 2019). 
 
Although the impact of austerity and the fallout of a police service struggling to deliver 
services in the face of reducing budgets featured throughout this study, it was perhaps most 
prominent throughout discussions on volunteer programme infrastructure. Volunteering is 
not free: an adequate programme to effectively involve, support and develop PSVs requires 
investment (Wolf and Bryer, 2019). However, throughout the lifetime of this study, 
investment in the Metropolitan Police volunteer programme was diminishing – most visibly 
in terms of large-scale reductions in volunteer manager posts. Both PSVs and volunteer 
managers themselves (albeit acknowledging their vested interest here) were concerned 
about the future of the PSV programme once these changes started to take effect, and those 
that had already begun to do so as a result of streamlined recruitment processes and 
centralisation of borough departments. These changes, they felt, would (or already had, in 
some cases) impact negatively on the profile of the volunteer programme at local borough 
level, the ability of volunteer managers to influence and be involved in recruitment, and the 
availability of suitable tasks for PSVs.  
 
Furthermore, volunteer managers spoke about a lack of clarity in terms of organisational 
messages around volunteers – whether they were important or not – and a hierarchy in which 
PSVs were deemed ‘lower in the pecking order’ than their Special Constable and Police Cadet 
counterparts. The tone of this was often set by individual leaders, and the transitory nature 
of senior officer positions – a trend exacerbated in a changing police organisation – led to a 
lack of consistency around how PSVs were viewed, involved, and valued. The challenges of 
tasking PSVs, while negotiating somewhat thorny ground to ensure that volunteers bring 
additionality, rather than substituting previously paid roles, also emerged. This can present 
barriers to volunteer managers and other staff when identifying the meaningful tasks that 
PSVs in this study attached much importance to. There was a sense in stakeholder interviews 
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that this debate needed to move forward, and that the difficult issues surrounding 
appropriate involvement of volunteers would need to be confronted in light of a changing 
policing landscape.  
 
Identifying and responding to these features calls for a volunteer specific infrastructure – 
rather than one that is ‘shoehorned’ in to existing regular HR practices, which may be 
inappropriate for unpaid members of the workforce. At the core of this infrastructure is 
dedicated volunteer management – a paid member of staff who can understand and support 
individual volunteers – rather than delivering a generic ‘one size fits all’ programme. However, 
successful volunteer programmes require a two-pronged approach: the practical tools for 
action ‘on the ground’ outlined above, and strategic vision to set the agenda. Indeed, the 
appetite and motivation of police leaders to engage with volunteers and involve them in tasks 
that assist in the delivery of policing have been recognised as indicative of the “future 
prospects for the meaningful integration of volunteers within contemporary policing” (Wells 
and Millings, 2019: 377). Such an approach supports PSVs to undertake tasks that enable 
them to make a valid contribution, and fulfil their motivations for volunteering, within teams 
and alongside officers and staff that recognise and value the time and skills they bring – 
pivotal features in attracting and maintaining PSVs in their role, and ones that remained 
consistent throughout this study regardless of the heterogeneity of participants by 
motivation or role type (Callender et al., 2018a). Fallon and Rice (2015) argue that, given the 
costliness of staff turnover (volunteers or paid employees), such retention-focused strategies 
need to form an essential component of any organisation’s human resource policy.  
 
However, an infrastructure for effectively involving volunteers requires investment for 
resources, training, development, recognition and – perhaps most crucially – dedicated 
volunteer management. In an organisation facing considerable budget reductions and 
challenges meeting the demands of frontline policing (National Audit Office, 2018), this 
investment does not appear to be forthcoming – indeed, is being considerably reduced, 
particularly in terms of volunteer manager posts, which is likely to prove detrimental to 
involving volunteers in policing. This presents an unstable future for the PSV and, arguably, 
sends a signal regarding the extent to which they are valued within the police service. In the 
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absence of a comprehensive and considered corporate approach, which remains consistent 
throughout shifts in leadership, the PSV programme may be left in a precarious and 
unsustainable position as people or priorities change. The police service is routinely in this 
state of flux – a position that is unlikely to change in the immediate future. Assuming that 
PSVs will continue to play a role in policing, the need for an adequately resourced PSV 
infrastructure to support and develop PSVs remains – indeed, takes on increasing prominence 
during unstable times. 
  
8.2.5. Volunteer Role Identity: Practical Benefits in a Changing Service  
 
This thesis has drawn from concepts of role identity theory – the aspects of an individual’s 
self-image that they derive from the social categories to which they perceive themselves 
belonging (Tajifel and Turner, 1979: 40). When applied to volunteering spheres, role identity 
has been shown to hold considerable influence over an individual’s performance in their 
volunteer role, their feelings of satisfaction while carrying it out, and their intention to 
continue to give their time (Thoits and Hewitt, 2001; Grönlund, 2011; Marta et al., 2014).  The 
more an individual conceives themselves in terms of the organisation within which they 
volunteer, the more likely to they are to define themselves in terms of their volunteer identity 
(Callero, 1985; Chambre and Einholf, 2011). This is an important driver for organisational 
commitment and the subsequent sustained volunteering behaviour that this can bring about 
(Penner, 2002; Tidwell, 2005).   
 
While it is acknowledged that role identity theory does not necessarily provide a framework 
to underpin all aspects of the current study, it has offered further insight in to some findings 
and helped to make sense of the importance that PSVs attach to aspects of being a volunteer 
in policing. Indeed, it seems fair to assert that role identity was important for PSVs in this 
study – even though they may not have defined it in such terms. The motivations that PSVs 
gave when asked why they volunteered (most commonly altruistic or social driven), the 
contributions that hoped to make whilst doing so (freeing up officer and staff time, serving 
the community, and contributing skills and time), and the importance they attached to being 
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adequately tasked, feeling useful and involved within teams, recognised and valued for their 
skills and time, and supported and developed within their roles, echoed themes that have 
been highlighted as significant to the development of role identity (Davis et al., 2003; Chacón, 
et al., 2007; Laverie and McDonald, 2007). PSVs in this study often reported positive 
experiences in relation to these themes. As outlined above, those who felt involved, valued, 
and part of the team, used effectively and adequately tasked were amongst the most satisfied 
of the cohort. The small number of PSVs who were unsure about their future as a volunteer 
in policing reported less positive experiences here, and subsequently lower levels of 
satisfaction – perhaps pointing to a weaker role identity in relation to their volunteering 
position.  
 
Developing a sense of role identity for PSVs through experiences that seek to understand and 
respond to motivations, and enable volunteers to undertake meaningful tasks, and to be 
valued for their contribution and support in their role, offers practical benefits to the 
organisation both in terms of improved volunteer performance, and their commitment and 
longevity of service (Grönlund, 2011; Fairley et al., 2014; Marta et al., 2014). Creating space 
for volunteers to engage and positively interact with other volunteers, the paid workforce, 
and members of the community is an important feature of role identity, exposing volunteers 
to validation and recognition for their role from significant others and developing connections 
to the cause of the organisation (Laverie and McDonald, 2007; van Ingen and Wilson, 2017). 
With turnover of volunteers costly – both financially and in terms of internal morale and 
external reputation – failing to consider the importance of these experiences and their effects 
on the development of volunteer role identity has the potential to be damaging both for the 
PSV and the police service. However, this study has also highlighted some of the challenges 
of involving PSVs in policing, fuelled by debates around the additionality that volunteers bring 
versus feared substitution of paid roles, and a shrinking infrastructure to support PSVs – 
indeed one that is often already underdeveloped from the outset. Against this backdrop, 
developing a sense of identity amongst police volunteers to secure ongoing commitment to 
their roles becomes increasingly vital.   
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8.3. Study Conclusions: Rethinking Policing, Reassigning Tasks, and Reimagining the 
PSV  
 
This final section considers the involvement of PSVs going forward in a policing environment 
“operating under conditions of fast-paced and multidimensional change” (Higgins et al., 
2017:5). Indeed, cuts in public sector spending, shifting concerns around threat, harm, and 
risk, and an increasingly complex and globalised police workload have been a permanent 
feature in recent years and show few signs of abating, with recognition that “new forms of 
crime may need new responses” which might stretch beyond traditional policing approached 
(ibid.; Ayling, 2007). Under these conditions, the police service must examine the shape of 
policing – both now and going forward – rethinking, and possibly reassigning policing tasks in 
order to most effectively meet demand. This section explores the difficulties that the police 
face in delivering services in a changing landscape, and seeks to reimagine the role of PSVs as 
part of the response.  Finally, the section looks ahead, calling for a more developed evidence 
base to better understand the experiences of PSVs in policing.   
 
8.3.1. Rethinking the Shape of Policing 
 
This study has taken place at an interesting and challenging time for policing. The large-scale 
budget reductions facing the police service in recent years have been well documented. Police 
and Crime Commissioners (PCCs), who allocate funds to their local forces, have experienced 
a 30 per cent real term reduction in funding since 2010/11, and workforces have reduced by 
18 percent nationally over the same period. Despite a more positive 2015 Spending Review 
than expected, police forces continue to feel the effects of harsh budget cuts in the 2010 
Review. Adding to these financial restrictions, there are growing pressures around increasing 
terrorism threats and reports of high harm crimes which are complex in nature to investigate 
(e.g., sexual offences) (National Audit Office, 2018). The ‘modus operandi’ of crime and 
criminals has also continued to move into complex, transnational, and technology enabled 
terrains, while demands from citizens for reassurance and security show no signs of slowing, 
leaving policing organisations faced with increasing challenges in defining their ‘mission’ and 
the way they ‘deliver business’ (Jones et al., 1996, Zedner, 2003; Bullock 2014).  
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With considerably smaller budgets available to the police service over recent years there has 
been a “narrowing of the front-line and a narrowing of the police task in general” to create 
“post-austerity policing that is both slimmer and fitter” (Millie, 2014: 7). This climate has 
required forces to reconsider their priorities and the overall ‘shape’ of policing in light of 
available resources. The ability of policing services to meet the challenges they are currently 
presented with arguably will, in part, depend on their willingness to embrace the “fullest 
advantages of the opportunities that a pluralised approach can offer” (Stenning and Shearing 
2015: 7) and “adapt to a context in which they are no longer perceived as the monopolistic 
provider” (Crawford, 2008: 175). As police services attempt to more realistically align their 
responsibilities with available resources, they must consider those who may be better placed 
to take on some of the tasks that form part of ‘wide policing’ – broad and diverse objectives 
that have become part of an expanded policing mission; although may be better placed with 
other statutory agencies, community groups or, perhaps, volunteers (Millie, 2014). Indeed, it 
may be that the contribution of those beyond the warranted officer or paid member of staff 
– including the PSV, with their potential to draw in new skills, experience, capacity, and 
capability – are at the forefront of helping to meet some of the challenges currently facing 
the police service (Britton and Knight 2016; Britton and Callender, 2018; Callender et al., 
2019).  
 
8.3.2. Reassigning Policing Tasks 
 
The PSV role presents robust opportunities as part of a more appropriate response to 
reassigned policing tasks, offering space for creativity and flexibility to deliver services in 
times of budget reductions. While a considerably lower cost (although, as has been stressed, 
not ‘free’) resource is undoubtedly attractive in this climate, PSVs also offer real potential to 
support the police service to deliver an enhanced service – not just ‘more of the same but 
cheaper’. Indeed, when appropriately tasked and adequately supported, PSVs in this study 
demonstrated that they had much to offer to policing – time, skills, experience, knowledge 
(some of which may be underrepresented in the paid workforce) – and, according to some, a 
unique ability to engage with the public and bring a new perspective beyond that of officers 
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and staff. Millie (2018) argues that, despite the traditional hierarchy of policing likely leading 
to lower status of unpaid and non-warranted individuals, the specific skill sets that some PSVs 
bring should place them in a position of strength, fostering more equal partnerships, in which 
PSVs work with rather than for the police. Morgan (2012) suggests that policing can be more 
genuinely co-productive when given space for increased public voice, partnership 
approaches, and further diversification of the policing family. Findings from this study would 
suggest that PSVs have the potential to bring considerable merit to such co-produced policing 
ambitions.  
 
However, as this study has demonstrated, successfully involving PSVs requires investment – 
both financial (albeit to a lesser degree than the salaried workforce) and strategic – to ensure 
that they are able to offer their time and skills in the manner that they hoped, and that the 
advantages of a pluralised policing workforce, involving paid and unpaid members, can be 
fully realised. Foregrounding this is the senior ‘buy-in’ and strategic vision for involving 
volunteers in the police service. Indeed, the enthusiasm and imagination required to make 
volunteers part of an organisation has to channel from the ‘the top’ – from police leaders who 
consider PSVs as a “core, integrated, embedded, and critical element of policing” (Callender 
et al., 2019: 401) – but must also be supported by an adequately resourced framework to 
make volunteering ‘work on the ground’.  
 
Such an infrastructure needs to: synchronise roles with motivations; recognise the skills that 
PSVs bring which may be specialist, under represented, or in demand within the police service 
(while also recognising that they may wish to pursue areas unrelated to their previous 
experience) (Millie and Hirschler, 2018); offer training and development opportunities; 
provide meaningful tasks which enhance volunteer experience and integration with 
colleagues, and allow both PSVs and the organisation itself to experience the benefits of 
volunteer involvement; and encourage a culture in which PSVs are recognised and valued for 
their contribution (Ramshaw and Cosgrove, 2019). A crucial part of this infrastructure is 
dedicated volunteer management that recognises and responds to the heterogeneity within 
PSV cohorts. Failing to prioritise issues of leadership and infrastructure, can lead to poor 
morale (of both volunteers and the officers and staff that work alongside them), challenges 
around recruitment and retention of volunteers, loss of good will (of both police and 
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volunteers), and a detrimental impact on police-community relations (Callender et al., 2018b; 
Millie, 2019).  
 
8.3.3. Understanding the PSV ‘Offer’ 
 
To effectively make PSVs part of this broader network of individuals and agencies that take 
on policing related responsibilities, there needs to be greater clarity in terms of their purpose 
and role within the police service – the tasks they undertake, their decision making capacity, 
access to operational or sensitive information, and the way that they work alongside paid 
officers and staff. Lack of transparency around PSVs has led to public uncertainty regarding 
their powers, a blurring of the role with other members of the extended policing family, and 
a “lingering confusion about what police volunteers are (not) allowed to do, and how to match 
them to specific functions” (Löfstrand and Uhnoo, 2019; van Steden and Mehlbaum, 2019: 
431). When coupled with inadequate internal communications and regard for practical 
logistics (features that are often facilitated by an effective volunteer manager and resourced 
infrastructure), this can adversely affect the experiences of both volunteers and the wider 
police service (Pepper, 2014; Bullock, 2017). Indeed, the development of role identity – 
features of which have been shown to hold significant influence over volunteer performance 
and longevity – would arguably prove challenging in these circumstances, with volunteers 
presented with difficulties in constructing a sense of identity around an ill-defined role.  
 
Issues of governance, accountability, and oversight of PSVs – arrangements that are currently 
in their infancy across the plural policing landscape – also need to be considered here, 
acknowledging the necessity for approaches that think beyond conventional understandings 
of policing (Sagar, 2005; Stenning and Shearing, 2015; Bullock, 2017). Indeed, Wolf and Bryer 
(2019: 18) suggest that a code of ethics for conduct of police volunteers offers potential for 
additional value here “so that volunteers are not treated as an add-on or detached 
supplement to the regular police service but as an integrated part of the whole”. Similarly, 
Löfstrand and Uhnoo (2019) argue that developing a comprehensive legal framework, that 
demarcates lines of accountability and defines roles and responsibilities, would support 
development of constructive police-volunteer partnerships – highlighting its absence in terms 
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of ‘blurring boundaries’ between the two.  
 
Conversations around rethinking and reassigning policing responsibilities may, at times, be 
uncomfortable. Indeed, Ayling (2007: 87) argues that the ‘gift’ of voluntary labour may be 
seen by the police as “challenging their ability to handle their remit…suggesting that the 
boundaries of the police identity are fuzzy, mutable, or porous”. However, the future shape of 
policing will depend on the way police professionals are able to adapt within this context. 
Commenting on the civilian/police Streetwatch partnership in 2005, Sagar argued that, for 
civilian policing to have a role in crime prevention, “that role must be defined – and publicly 
debated” (ibid: 110). Indeed, if ideas around who ‘does policing’ are resistant to change, 
realising the full potential that PSVs may bring to policing, and keeping their position relevant 
within a dynamic and fast-moving police service will prove to be a challenging (if not 
impossible) task (Loftus, 2010; Stenning and Shearing, 2015). 
 
8.3.4. Reimagining the Role of PSVs in Policing 
 
Police forces throughout England and Wales are currently at an important juncture in the 
development of PSVs with the Policing and Crime Act 2017 – one of the most influential pieces 
of legislation around non-warranted volunteers in policing – allowing chief officers to confer 
a range of powers to PSVs (excluding those in a core list reserved for warranted officers), and 
the recent publication of the first Police Support Volunteer National Strategy 2019-2023 
(2019) with a vision “to create together a future in which the enormous potential of volunteers 
in policing is fully realised” (Citizens in Policing, 2019: 4). Both the Act and Strategy hold 
potential for considerable expansion in PSV numbers and roles, which could translate in to 
more rewarding experiences for both volunteers and the police service. However, this will 
depend on the manner in which individual forces take up opportunities held within the Act 
for involving volunteers, and embrace the priorities of the Strategy to grow the impact of PSVs 
through the scale and breadth of their contribution, see PSVs as integral to the wider policing 
vision, and achieve excellence through well managed, innovative, and evidence based 
volunteer programmes. The success of this depends on a properly considered, established, 
and resourced infrastructure that responds to the factors that have been shown to be 
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important to PSVs in this study – making a valid contribution, undertaking a role that allows 
them to fulfil their motivations for giving their time within teams where they are welcomed 
and involved, and being supported and developed by a dedicated volunteer manager.  
 
The Policing and Crime Act 2017 presents an opportune time to reconsider the involvement 
of PSVs – and, perhaps, start to reimagine their role in policing. Britton and Knight (2016) 
argue for more innovative and imaginative approaches to involving PSVs, which extend 
thinking about their position and contribution beyond traditional organisational structures. 
PSVs are by no means a panacea for all policing challenges going forward; however, offer 
some capacity to energise policing provision, introducing new skills, experiences, 
perspectives, and more genuinely co-produced services. These are features that could prove 
auspicious as policing adapts to the demands and financial pressures that they currently (and 
will continue to) face (Wells and Millings, 2019).  
 
Reimagining the involvement of PSVs requires a new approach, one that enhances creativity, 
and attempts to view their role more broadly than through the narrow policing focus 
currently adopted (Callender et al., 2018b). Indeed, the processes and patterns of ‘being’ a 
volunteer do not have to mirror those of paid officers and staff. Episodic stints of 
volunteering, relying on a registered bank of individuals or companies willing to share their 
(or their staff’s) time and skills during periods of demand, or when workloads require 
specialist knowledge which may not be available in the paid workforce (e.g., languages, 
financial knowledge, or IT expertise), could prove particularly fruitful in a police environment 
where tasks are becoming increasingly global and complex in nature, allowing a more flexible 
approach within the organisation in which volunteering takes place (Fairley et al., 2014). 
 
Furthermore, exploring alternative arrangements for management external – but closely 
linked to – the police service could offer some merit. Such an approach may offer capacity to 
better provide PSVs with the features that this study and others have shown to be important 
to developing a sense of identity with, and commitment to, their volunteer role – flexibility, 
opportunities for development, appropriate and meaningful tasking, and dedicated volunteer 
management that seeks to understand and respond to individuals’ motivations for giving their 
time – while offering the police service a reliable and well-managed resource that they can 
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tap in to on a regular or sporadic basis depending on need. New approaches to involving 
volunteers must aim to foster an environment in which they are recognised, valued, able to 
develop, and contribute to both existing operating models and new directions in policing 
practice, and where there is a genuine enthusiasm for enabling volunteers to become part of 
policing ‘business’ (Callender et al., 2019).  
 
Policing is an evolving sector that must be capable of responding to rapidly shifting priorities. 
For volunteers to continue to be a relevant part of this, the way they operate within the police 
service must also be adaptable. However, even where adequate infrastructures are in place 
(a feature identified as important in this study), strategy and practice for involving volunteers 
cannot be static (Callender et al., 2018b). Adopting a flexible and imaginative stance, and 
thinking more creatively about the potential of the volunteer contribution, is essential as 
police services navigate their way through challenging climates. However, if the failure of 
police leadership, strategy, and policy to foreground volunteering continues (Britton and 
Callender, 2018), it is unlikely that such a stance will develop. At best, this will result in police 
forces failing to capitalise on the value that PSVs can bring. At worst, PSVs will be viewed 
primarily as part of cost cutting attempts to deliver policing, risking the reputation of both 
volunteers and the police organisation.  
 
8.3.5. Looking Ahead: Developing the Evidence Base  
 
Understanding the potential of volunteers and the features that are important in terms of 
their recruitment, management, support, and deployment relies on an established evidence 
base – one that is strikingly under developed in its current form. Callender et al. (2018a: 403) 
argue that realising a “bolder vision for future police volunteering” requires a better 
understanding of the volunteer experience. This includes standardised definitions and 
systematic data collection systems, together with more qualitative capture to shed light on 
the experiences of volunteers through the voices of volunteers themselves, and the police 
officers, staff, and strategic leaders that work alongside them. This research agenda needs to 
be “sensitive to variety and difference, and avoid over-simplifying concepts of the PSV 
experience, pointing instead to a range of experiences…anchored around a commitment to 
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hearing ‘the voice’ of police volunteer” – one that is seldom heard but offers considerable 
insight and value to broader debates around police reform and involving volunteers in the 
delivery of public services (Callender et al., 2018a: 404). This study has gone some way 
towards this, exploring issues of police volunteering through the words of PSVs themselves, 
and constructing typologies based on their roles and motivations to reveal differences in 
experiences, rather than masking them within a single homogeneous PSV ‘story’. However, a 
long-standing neglect of studies of police volunteering – particularly those focusing on the 
PSV – leaves a field that is open for considerable further research.  
 
This field also calls for a theoretical framework to help make sense of research findings. 
Volunteering more broadly has been recognised as a complex phenomenon, with no single 
overarching theory or discipline (Wilson, 2000; Chambre and Einholf, 2011). As such, Hustinx 
et al. (2010) argues that theories of volunteering must be multi-dimensional and hybrid, 
combining different approaches. As studies of police volunteers continue to grow in volume 
and analytical depth, thinking needs to shift to the theoretical underpinnings of emerging 
debates. Whilst not driving fieldwork or analysis, in this study findings echoed with themes 
within role identity theory – the aspects of an individual’s self-image that they derive from 
the social categories to which they perceive themselves belonging – shown to hold 
considerable influence over an individual’s performance in their volunteer role, their feelings 
of satisfaction while carrying it out, and their intention to continue to give their time  (Tajifel 
and Turner, 1979: 40; Thoits and Hewitt, 2001; Grönlund, 2011; Marta et al., 2014). Although 
certainly not a framework that provides context to all aspects of this study, role identity points 
to a theoretical position to begin to contextualise and develop thinking around volunteers in 
policing – one which may offer fresh opportunities for insight in future studies.  
 
Such future studies should continue to explore PSV experiences, paying close attention to the 
heterogeneity of police volunteers, to hearing the views of police officers and staff, and to 
capturing the voices of those who have chosen not to continue volunteering (whose views 
may differ considerably from those who have chosen to remain). Furthermore, the analytical 
gaze needs to look beyond policing, stretching to lessons learned from the long history of 
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volunteering across the broader criminal justice system and other policy areas (e.g., 
education, health). Studying police volunteers is primarily considered a task for policing 
scholars; however, according to Tomczak and Buck (2019) this approach obscures a 
considerable body of broader relevant literature, and limits implications for theory and praxis. 
Comparative research is also lacking here, with studies exploring and contrasting the 
involvement and experiences of police volunteers across different cultural, social, political, 
and legal jurisdictions offering much in terms of development and sharing promising practice 
for replication (Löfstrand and Uhnoo, 2019; Wolf and Bryer, 2019). To overlook the need to 
develop this evidence base reinforces notions of the contested and challenging space in which 
police volunteering currently exists, thus keeping PSVs at the periphery of policing. 
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Appendices 
 
Appendix A: Metropolitan Police Service research protocol 
 
 
 
 
 
 
Research	Title:		
Doing More for Less in Changing Times: The Experiences of Police Support Volunteers and the 
Officers who Work with Them 	
Researcher	Name Institution Contact	Details	(Phone	&	Email) 
Melissa Pepper University of 
Surrey/Mayor’s Office for 
Policing and Crime 
(MOPAC) 
020 7983 5677 
Melissa.pepper@mopac.london.gov.uk 
(Work) 
m.j.pepper@surrey.ac.uk (University) 
 
 Academic	Supervisor	Name	 Institution	 Contact	Details	(Phone	&	Email)	
Professor Karen Bullock University of Surrey k.bullock@surrey.ac.uk  
01483 686979 
Met	Sponsor	(key	contact	on	research	to	date)	Name	 OCU	 Contact	Details	(Phone	&	Email)	
Included in original 
application but removed here 
for confidentiality reasons 
 
 
Included in original 
application but removed here 
for confidentiality reasons 
 
Included in original application but removed here for 
confidentiality reasons 
 
Please	outline	your	research	proposal	below.	
	
We	will	assess	proposed	research	against	the	Met’s	priorities	to	understand	how	the	
research	will	drive	innovation	and	to	meet	key	gaps	in	our	collective	understanding.		
	
If	accepted	we	will	work	with	you	to	agree	a	detailed	final	proposal	that	generates	tangible	
outcomes	for	policing.		
	
This would include a plan for effective implementation of the learning and	potentially	proposals	
for	ongoing	collaborative	research.		
Metropolitan	Police	Research	Protocol	
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Outline	your	proposed	research	including	key	objectives	and	outcomes:		
 
This PhD study explores the use of Police Support Volunteers (PSVs) (please note, this does not 
include Special Constables or Police Cadets) in the Metropolitan Police Service (MPS) with a focus 
on:  
• The diverse roles of PSVs, perceptions of their contribution to policing, and the relationship 
between volunteers and officers. 
• The extent to which volunteering impacts on the police service. 
• The factors that result in effective volunteering programmes in the police service. 	
This study contributes to a currently limited and largely US knowledge base and hopes to inform the 
development of more effective and sustainable programmes which create satisfying and life 
enhancing roles that increase volunteers’ access to social capital, and better equips the police service 
with the knowledge and skills to effectively attract and tap into the diverse resources and experience 
the public can offer. 
 
Outline	your	proposed	methodology:				
The	research	will	be	conducted	as	part	of:	(please	tick	as	applicable)	
 Research	by	an	established	academic	or	university	employee	
ü Doctoral	research	
 Masters	dissertation	
 Collaborative	research	with	public,	private	and/or	third	sector	partners	
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The study will use a largely qualitative mixed method approach to consider these key questions 
including:  
• A survey of volunteers exploring their role, relationships with others and feelings of integration 
within the MPS, and perceptions of crime, disorder and collective efficacy in their 
neighbourhood.  
• Semi-structured interviews with approximately 15 volunteers, 10 police officers/staff (with a 
mixture of experiences of working with volunteers) and five key stakeholders to delve further 
into volunteers’ attitudes and experiences, explore officers’ perceptions of, and relationships 
with, volunteers, and understand the strategic and operational landscape that volunteers 
operate within and how this is likely to develop in the future.  
 
 
 
 
 
 
 
 
 
 	
Outline	anticipated	data	or	access	requirements,	such	as	to	specific	people,	units	or	premises	
	
• Assistance from the MPS Volunteer Programme Manager to disseminate an online survey to 
MPS Police Support Volunteers. 
 
• Access to approximately 15 volunteers, 10 police officers/staff (with a mixture of experiences 
of working with volunteers), and five key stakeholders to conduct a semi-structured interview. 
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Outline	the	timescales	of	your	proposed	research	(please	include	key	milestones	such	as	literature	
review,	data	collection	/	analysis,	write	up	of	findings,	and	final	summary	report):	
 
It is anticipated that this part time PhD study will be finalised in autumn 2019. Headline interim 
timeframes are set out below:   
 
• Academic year 1 (2014/15): Finalise research approach, design and disseminate volunteer 
survey, literature review. 
• Academic year 2 (2015/16): Analyse volunteer survey responses, finalise sampling approach 
for officer and volunteer interviews, design officer and volunteer interview schedule, conduct 
officer and volunteer interviews, prepare confirmation document. 
• Academic year 3 (2016/17): Fieldwork analysis and early write up. 
• Academic year 4 (2017/18): Fieldwork analysis and write up. 
• Academic year 5 (2018/19): Write up and preparation of final thesis for submission.    
 
 
 
Outline	the	ways	in	which	you	intend	to	implement	and	disseminate	the	findings			
	
	
	
research:		
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This study will be submitted as a PhD thesis. Early findings will be disseminated at conferences and 
university presentations throughout the duration of the PhD. Following submission, it is hoped that 
the thesis will form the basis of journal articles and/or book chapters. 
 
 
Any	other	comments:	
 
The researcher is an employee of the Mayor’s Office for Policing and Crime (MOPAC) and CTC 
security cleared (reference W-048757). 
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Research	with	the	Met		should	promote	effective	dissemination	and	implementation	of	the	learning	and	facilitate	
ongoing	collaborative	research:	(please	tick	as	applicable)	
	
ü I	consent	to	my	research	outline,	findings	and	academic	details	being	published	on	the	Metropolitan	Police	Met	Research	and	Learning	Library	(intranet)		
ü 
I	consent	to	my	research	outline,	findings	and	academic	details	being	published	on	College	of	Policing	and	other	websites	accessible	only	to	police	services	and	associated	organizations	(e.g.	POLKA)		
ü I	consent	to	my	research	outline,	findings	and	academic	details	being	published	on	College	of	Policing	and	other	criminal	justice	websites	that	are	publicly	accessible		
ü I	agree	to	present	the	research	outline,	findings	and	implementation	proposals	to	the	Met	in	academic	seminar(s)		
Researcher		
Print name: Melissa	Pepper	
Signature and 
date: 															18/06/15	
Academic	Supervisor		
Print name: Professor	Karen	Bullock	
Signature and 
date: KAREN	BULLOCK	18/6/2015	
Research	declaration:	
	The	 Met	 aims	 to	 promote	 collaborative	 research	 for	 the	 benefit	 of	 policing	 and	 criminal	 justice	 across	 UK	 and	International	environments.	We	will	share	information	and	research	learning	as	widely	as	possible.	However,	the	nature	of	work	within	 the	Met	 requires	strict	adherence	 to	 information	protocols	and	agreements.	 In	 signing	 this	 research	protocol	you	are	agreeing	that:	
	
I	understand	that	the	extent	and	purpose	of	my	research	in	the	Metropolitan	Police	is	subject	to	
the	 research	 parameters	 set	 out	 in	 this	 protocol	 and	 to	 such	 terms	 and	 conditions	 and	
requirements	 intended	 or	 imposed	 by	 the	 Met.	 Information obtained from research with the 
Metropolitan Police is subject at all times to provisions set out in the authorized Met Information 
Sharing Agreement. 	
	
Information obtained from research with the Metropolitan Police may not be shared, transferred, 
reproduced or transmitted in any form, by any means (electronic, photocopying, recording, or 
otherwise), or communicated in any form without the express permission of MetHQ Research and EBP 
lead.  It, or any part thereof, may not be placed on any electronic bulletin board, web site or in any 
social media environment for any purpose whatsoever unless and until such permission is forthcoming. 
Such permission may not be implied. 	
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Appendix B: Consent forms 
 
 
 
 
PhD research study into Police Support Volunteers 
 
 
My name is Melissa Pepper and I am a PhD student at the University of Surrey. I also work 
part time as a researcher for the Mayor’s Office for Policing and Crime (MOPAC) although the 
research I am doing is for my PhD only.  
 
 
What is the research about?  
 
My PhD research aims to further understand the role of Police Support Volunteers (PSVs - 
please note this does not include Special Constables or police cadets) including the nature 
and extent to which volunteering impacts on the police service, and the factors that result in 
successful police volunteering programmes. By furthering understanding of volunteer-police 
relations and the context in which they operate, I hope that my research will inform 
the development of more effective and sustainable community based volunteering 
programmes in the police service. 
 
My research is funded by the Economic and Social Research Council (ESRC) and is being 
supervised by Professor Karen Bullock and Dr. Daniel McCarthy at the University of Surrey.  
 
 
Why have I been contacted? 
 
You have been contacted to take part in a survey because you are a volunteer in the 
Metropolitan Police Service. 
 
Your experience and knowledge will be a valuable contribution to my study.  
 
 
What will taking part involve? 
 
You will be asked to complete an online survey. A paper copy is available if you would prefer 
to complete the survey in this way. You can request a paper survey by emailing me at 
m.j.pepper@surrey.ac.uk 
 
In the survey you will be asked questions about your experiences of volunteering in the 
Metropolitan Police Service, and for your opinions on wider issues around the role of 
volunteers in policing.  
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Do I have to take part? 
 
No, you do not.  Participation is completely voluntary and you can withdraw your consent to 
taking part at any time without giving a reason. 
 
 
How will the survey data be used?  
 
Your responses in the survey will be analysed and used in my PhD thesis and any associated 
outputs (for example, conference papers or journal articles). 
 
A list of job titles, officer ranks and volunteer business areas (for example, ‘front counter’, 
‘safer neighbourhood support’) of survey respondents will be included in my thesis, however 
your name will not appear anywhere in my thesis or any associated outputs.  
 
I may use direct quotes from your survey response in my thesis and any associated outputs, 
however these will not be attributed to any named individual. Instead, quotes will be 
referenced anonymously (for example, ‘PSV 1’ or a pseudonym).  
 
Survey data will be stored securely in accordance with the Data Protection Act 1998. Data will 
be stored on a password restricted laptop, a password restricted cloud storage facility, and a 
password restricted area of the University of Surrey personal file store.  
 
Please note that data will only be kept if you choose to take part in the study. If you withdraw 
your participation at any time your survey data will be destroyed immediately.  
 
 
Who can I contact for more information? 
 
Melissa Pepper (PhD researcher) m.j.pepper@surrey.ac.uk 
Professor Karen Bullock (Principal supervisor) k.bullock@surrey.ac.uk   
Dr. Daniel McCarthy (Second supervisor) d.mccarthy@surrey.ac.uk 
 
 
 
Thank you for your help with my research 
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PhD research study into Police Support Volunteers 
 
 
My name is Melissa Pepper and I am a PhD student at the University of Surrey. I also work 
part time as a researcher for the Mayor’s Office for Policing and Crime (MOPAC) although the 
research I am doing is for my PhD only.  
 
 
What is the research about?  
 
My PhD research aims to further understand the role of Police Support Volunteers (PSVs - 
please note this does not include Special Constables or police cadets), including the nature 
and extent to which volunteering impacts on the police service, and the factors that result in 
successful police volunteering programmes. By furthering understanding of volunteer-police 
relations and the context in which they operate, I hope that my research will inform 
the development of more effective and sustainable community based volunteering 
programmes in the police service. 
 
My research is funded by the Economic and Social Research Council (ESRC) and is being 
supervised by Professor Karen Bullock and Dr. Daniel McCarthy at the University of Surrey.  
 
 
Why have I been contacted? 
 
You have been contacted to take part in an interview because you are a volunteer in the 
Metropolitan Police Service, a volunteer manager in the Metropolitan Police Service, or a key 
stakeholder involved in the strategic or operational direction of PSVs.  
 
Your experience and knowledge will be a valuable contribution to my study.  
 
 
What will taking part involve? 
 
I would like to conduct a face-to-face interview with you for approximately 45 minutes. I am 
happy to meet at a time and location convenient for you.  
 
You will be asked questions about your experiences of volunteering, working with volunteers, 
or working on issues related to volunteering, and for your opinions on wider issues around 
the role of volunteers in policing.  
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Do I have to take part? 
 
No, you do not.  Participation is completely voluntary and you can withdraw your consent to 
taking part at any time without giving a reason. 
 
 
How will the interview data be used?  
 
The interview will be audio recorded and transcribed. A copy of the interview transcript is 
available on request (contact details below). The interview transcript will be analysed and 
used in my PhD thesis and any associated outputs (for example, conference papers or journal 
articles). 
 
A list of job titles, officer ranks and volunteer business areas (for example, ‘front counter’, 
‘safer neighbourhood support’) of interviewees will be included in my thesis, however your 
name will not appear anywhere in my thesis or any associated outputs.  
 
I will use direct quotes from our interview in my thesis and any associated outputs, however 
these will not be attributed to any named individual. Instead, quotes will be referenced 
anonymously (for example, ‘PSV 1’, ‘Volunteer Manager 2’, ‘Stakeholder 3’ etc., or using 
pseudonyms).  
 
Interview data will be stored securely in accordance with the Data Protection Act 1998. Data 
will be stored on a password restricted laptop, a password restricted cloud storage facility, 
and a password restricted area of the University of Surrey personal file store.  
 
Please note that data will only be kept if you choose to take part in the study. If you withdraw 
your participation at any time your interview data will be destroyed immediately.  
 
 
Who can I contact for more information? 
 
Melissa Pepper (PhD researcher) m.j.pepper@surrey.ac.uk 
Professor Karen Bullock (Principal supervisor) k.bullock@surrey.ac.uk   
Dr. Daniel McCarthy (Second supervisor) d.mccarthy@surrey.ac.uk 
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PhD research study into Police Support Volunteers - Interview consent form 
 
Please tick or initial beside each statement.  
 
I voluntarily agree to take part in this study  
 
 
I have read and understood the above information sheet  
I have been given the opportunity to ask questions on all aspects of the 
study and have understood the advice and information given as a result                                                                                                            
 
 
I consent to my interview data being used and stored as outlined in the 
above information sheet 
 
 
I understand that my participation is completely voluntary and that I can 
withdraw my consent to taking part at any time without giving a reason 
 
 
I am happy for the interview to be audio recorded and transcribed, and 
understand that a copy of the interview transcript is available to me on 
request by contacting the researcher 
 
 
I understand that anonymised quotes will be used in the PhD thesis 
and/or associated outputs, however that my name will not appear 
anywhere 
 
 
I confirm that I have read and understood the above information sheet, 
have been given adequate time to consider my participation, and freely 
consent to participating in this study 
 
 
 
Name of interviewee (BLOCK CAPITALS):  
 
 
Signed:  
 
 
Date: 
 
 
 
Thank you for your help with my research 
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Appendix C: Police Support Volunteer survey 
 
1. Your Met Volunteer role  
 
This section asks about your current Met Volunteer role, why you choose to volunteer with 
the Metropolitan Police, how you feel about the type of volunteering tasks that you 
undertake, and how the organisation supports you to do them. 
  
1. What is your Met Volunteer role title (if you have one)? Please type your answer in the 
space below.  
 
  
  
2. Can you briefly describe your Met Volunteer role? Please type your answer in the space 
below.  
 
  
 
3. In which borough(s) do you volunteer in your Met Volunteer role? Please tick as many as 
apply from the list or use the space below to state where you volunteer if it is not borough 
based.   
 
    
Barking and Dagenham 
 
Barnet 
 
Bexley 
 
Brent 
    
Bromley 
    
Camden 
    
Croydon 
    
Ealing 
    
Enfield 
    
Greenwich 
    
Hackney 
    
Hammersmith and Fulham 
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Haringey 
    
Harrow 
    
Havering 
    
Hillingdon 
    
Hounslow 
    
Islington 
    
Kensington and Chelsea 
    
Kingston upon Thames 
    
Lambeth 
    
Lewisham 
    
Merton 
    
Newham 
    
Redbridge 
    
Richmond upon Thames 
    
Southwark 
    
Sutton 
    
Tower Hamlets 
    
Waltham Forest 
    
Wandsworth 
    
Westminster 
    
Don’t know 
    
Prefer not to say 
    
Not borough based (please provide details below) 
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If your Met Volunteer role is not borough based, please provide details of where you 
volunteer in the space below.   
  
  
4. How long have you been a Met Volunteer for? Please tick one from the list below.  
 
Less than six months 
    
Six months to a year 
    
A year to two years 
    
Two years to three years 
    
More than three years (please state how many years in the space below) 
 
If you have been a Met Volunteer for more than three years, please type how many years in 
the space below.   
  
  
5. Roughly how many hours do you volunteer as a Met Volunteer per month? Please type 
your answer in the space below.  
 
  
  
6. How did you find out about volunteering with the Metropolitan Police Service? Please tick 
as many as apply from the list below.   
 
An advertisement in the newspaper 
    
An advertisement somewhere else (please state where below) 
    
The Metropolitan Police Service website 
    
Another website (please state which website below) 
    
From another Met Volunteer 
    
From a police officer 
    
From a family member 
    
From a friend 
    
Word of mouth 
    
Other (please state) 
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If you stated above that you found out about volunteering with the Metropolitan Police 
Service through 'an advertisement somewhere else' or 'another website', please provide 
details in the space below.   
  
  
7. What were your main reasons for initially becoming a Met Volunteer? Please state up to 
three reasons by typing '1', '2' and '3' against three options from the list below, '1' being the 
most important reason.  
 
To help make my community safer     
 
To help me feel safer    
 
To meet new people     
 
To develop new skills     
 
To have something to do in my spare time     
 
To help me get a job with the police     
 
To change the police service/help it serve the public better     
 
To do something exciting     
 
To do something interesting     
 
To do something worthwhile     
 
Other (please provide details below)     
 
 
If you selected 'other', please provide details in the space below.   
  
  
8. What are your main reasons for continuing to be a Met Volunteer? Please state up to three 
reasons by typing '1', '2' and '3' against three options from the list below, '1' being the most 
important reason.  
 
I like the people I volunteer with     
 
I feel like I am making a positive difference in my community     
 
I am learning new skills     
 
I want to get a job with the police     
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I don’t want to let the people I volunteer with down     
 
I feel like I am changing policing for the better     
 
I feel proud to be part of the Metropolitan Police Service     
 
I feel like I am part of an organisation that is doing something good     
 
It gives me something to do in my spare time     
 
It is exciting     
 
It is interesting     
 
I feel like I am doing something worthwhile    
 
Other (please provide details below)     
 
 
If you selected 'other', please provide details in the space below.   
  
  
9. Thinking about your Met Volunteer role, to what extent do you agree or disagree with the 
following statements? Please tick one option in each row below.  
 
Your Met Volunteer tasks   
 
[Response options: Strongly agree; Agree; Neither agree nor disagree; Disagree; Strongly 
disagree; N/A; Don’t know] 
 
a. The tasks I do are interesting     
    
b. I am used effectively most of the time     
    
c. I am clear about the purpose of my Met Volunteer role     
    
d. I am clear about the priorities of my team    
    
e. I am clear about the priorities of the Metropolitan Police Service as a whole     
    
f. I am not given enough tasks to do     
    
g. I am asked to do too many tasks 
    
h. I feel like the tasks I do help my team     
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i. I feel like the tasks I do help the Metropolitan Police Service as a whole     
    
j. I feel like the tasks I do help my community     
    
    
Supervision and support  
 
[Response options: Strongly agree; Agree; Neither agree nor disagree; Disagree; Strongly 
disagree; N/A; Don’t know] 
 
k. I am given the resources I need to carry out my tasks     
    
l. I have good supervision     
    
m. I get regular feedback     
    
n. I received an induction introducing the organisation and my role within it when I first 
started volunteering     
    
o. I have access to training to help me develop in my role     
    
p. Opportunities (e.g. trying new roles, shadowing other people etc.) are available to help me 
develop in my role     
    
q. I know how to get support if I need it to help me in my role     
    
r. Good performance by Met Volunteers is acknowledged     
    
s. Poor performance by Met Volunteers is addressed     
    
  
General feelings about your Met Volunteer role  
 
[Response options: Strongly agree; Agree; Neither agree nor disagree; Disagree; Strongly 
disagree; N/A; Don’t know] 
 
t. There is a positive atmosphere where I volunteer     
    
u. I feel like my role is worthwhile     
    
v. I feel motivated in my current Met Volunteer role     
    
w. I am satisfied with my current Met Volunteer role 
    
x. I would speak highly of the Metropolitan Police Service as an organisation to volunteer with
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10. In your own words, what contribution do you think you make to the Metropolitan Police 
Service as a Met Volunteer? Please type your answer in the space below.  
 
  
 
11. Do you have anything else you would like to say about your Met Volunteer role? Please 
type your answer in the space below.  
 
  
 
2. Your relationships with police officers, staff and other Met Volunteers  
 
This section asks about your relationships with police officers, staff and other Met Volunteers, 
and the extent to which you feel valued and part of a team. 
  
12. Thinking about your Met Volunteer role and your relationships with police officers, staff 
and other Met Volunteers, to what extent do you agree or disagree with the following 
statements? Please tick one option in each row below. 
 
Being part of a team   
 
[Response options: Strongly agree; Agree; Neither agree nor disagree; Disagree; Strongly 
disagree; N/A; Don’t know] 
 
a. I feel that I am part of a team        
    
b. I consider other Met Volunteers as colleagues     
      
c. I consider police officers as colleagues     
    
d. I consider police staff as colleagues     
      
e. Police officers see me as part of the team     
    
f. The general public see me as part of the police service     
  
Being involved  
 
[Response options: Strongly agree; Agree; Neither agree nor disagree; Disagree; Strongly 
disagree; N/A; Don’t know] 
 
g. I feel able to make suggestions and share ideas that I think will help my team     
 
h. My suggestions and ideas are taken into consideration     
    
i. I am asked for my suggestions and ideas     
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j. I am involved in decision making     
    
Being valued  
 
[Response options: Strongly agree; Agree; Neither agree nor disagree; Disagree; Strongly 
disagree; N/A; Don’t know] 
 
k. I am treated with respect by other Met Volunteers     
    
l. I am treated with respect by police officers     
    
m. I am treated with respect by police staff     
    
n. I feel well integrated into the Metropolitan Police Service     
    
o. I feel I am valued in my role as a Met Volunteer     
  
 
13. Thinking about how well integrated and part of a team you feel in your Met Volunteer 
role, over the time you have been volunteering with the Metropolitan Police Service has this: 
  
Please tick one from the list below. 
 
Got better 
    
Got worse 
    
Not changed 
    
Don’t know 
  
14. In your own words, what do you think the Metropolitan Police Service is aiming to achieve 
through the Met Volunteer programme (e.g. to engage with the community, save money, 
provide a better service to London etc.)? Please type your answer in the space below.  
 
  
 
 
  
15. How (if at all) do you think volunteering in the Metropolitan Police Service has changed 
as a result of budget reductions? Please type your answer in the space below.  
 
  
  
16. How (if at all) do you think volunteering in the Metropolitan Police Service might change 
in the future as a result of budget reductions? Please type your answer in the space below.  
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17. Do you have anything else you would like to say about your relationships with police 
officers, staff and other Met Volunteers? Please type your answer in the space below.  
 
  
 
2. Your general views on policing  
 
This section asks about some of your general views around policing before and after 
volunteering as a Met Volunteer.  
  
18. Prior to volunteering as a Met Volunteer, what was your overall opinion of the police? 
Please tick one from the list below.  
 
Generally high 
    
Mixed 
    
Generally low 
    
No opinion 
    
Don’t know 
 
  
19. Since volunteering as a Met Volunteer has your overall opinion of the police:  
  
Please tick one from the list below.  
 
Got better 
    
Got worse 
    
Not changed 
    
Don’t know 
 
 
 
  
20. Taking everything into account, how good a job do you think the police in your local area 
(i.e. within 15 minutes' walk of your home) are doing? Please tick one from the list below.  
 
Excellent 
    
Good 
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Fair 
    
Poor 
    
Very poor 
    
Don’t know 
  
21. Do you have anything else you would like to say about your general views on policing? 
Please type your answer in the space below.  
 
  
 
 
3. The future  
 
This section asks about your future plans around your Met Volunteer role and your views on 
how volunteering may develop in the Metropolitan Police Service. 
  
22. What are the positive things for you about being a Met Volunteer? Please type your 
answer in the space below. 
 
  
  
23. What (if any) are the negative things for you about being a Met Volunteer? Please type 
your answer in the space below. 
 
  
  
24. What (if anything) would make volunteering more beneficial to the Metropolitan Police 
Service? Please type your answer in the space below.  
 
  
 
 
  
25. What (if anything) would make volunteering with the Metropolitan Police Service more 
beneficial to you? Please type your answer in the space below.  
 
  
  
26. Do you intend to continue volunteering with the Metropolitan Police Service? Please tick 
one from the list below.  
 
Yes 
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No 
    
Not sure 
 
Why do you say that? Please type your answer in the space below.   
  
 
  
27. Do you have anything else that you would like to say about volunteering with the 
Metropolitan Police Service or any other issues in this survey? Please type your answer in the 
space below.  
 
  
 
4. About you  
 
This section asks questions about you. This information will help me better understand the 
people who volunteer as part of the Met Volunteer programme. Your answers to this section 
will be collated so that individuals cannot be identified.  
  
In which borough do you live? Please tick one from the list below. If you live outside of London 
please tick ‘outside of London’ and state the area in which you live.  
 
    
Barking and Dagenham 
    
Barnet 
    
Bexley 
    
Brent 
    
Bromley 
    
Camden 
    
City of London 
    
Croydon 
    
Ealing 
    
Enfield 
    
Greenwich 
    
Hackney 
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Hammersmith and Fulham 
    
Haringey 
    
Harrow 
    
Havering 
    
Hillingdon 
    
Hounslow 
    
Islington 
    
Kensington and Chelsea 
    
Kingston upon Thames 
    
Lambeth 
    
Lewisham 
    
Merton 
    
Newham 
    
Redbridge 
    
Richmond upon Thames 
    
Southwark 
    
Sutton 
    
Tower Hamlets 
    
Waltham Forest 
    
Wandsworth 
    
Westminster 
    
Don’t know 
    
Prefer not to say 
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Outside of London (please state in the space below) 
 
If you live outside of London, please state the area in which you live in the space below.   
  
  
How long have you lived in this area? Please tick one from the list below.  
 
Less than 12 months 
    
12 months to two years 
    
Two years to three years 
    
Three years to five years 
    
Five years to ten years 
    
Ten years to twenty years 
    
Twenty years to thirty years 
    
Thirty years or more 
    
Don’t know 
    
Prefer not to say 
  
Thinking about your local area (i.e. within 15 minutes' walk from your home), to what extent 
do you agree or disagree with the following statement: 
 
"People in my local area are part of a close knit community (e.g. can be trusted, act with 
courtesy to each other, are willing to help each other)" 
 
 
Please tick one from the list below.  
 
Strongly agree 
    
Agree 
    
Neither agree nor disagree 
    
Disagree 
    
Strongly disagree 
    
Don't know 
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What is your home postcode? Please type your postcode in the space below.  
 
  
  
Which of these activities best describes what you are doing at present? Please tick one from 
the list below.  
 
Work full time 
 
Work part time 
 
Not in paid work/unemployed 
 
Student 
 
Retired  
 
Prefer not to say 
 
Other, please provide details in the space below 
 
  
Other, please provide details in the space below 
  
 
What is the highest educational qualification you have achieved? Please tick one from the list 
below. 
 
Degree level or equivalent  
 
Higher educational qualification below degree (or equivalent) 
 
A-Levels or Highers (or equivalent) 
 
National Level BTEC (or equivalent) 
 
O Level/GCSE/CSE (or equivalent) 
  
No formal qualifications 
 
Don’t know 
 
Prefer not to say 
 
Other qualification, please provide details in the space below 
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Do you or any of your immediate family or close friends work (in a paid role) for the police, 
either currently or have done some time in the past? This can be any police service (not just 
the Metropolitan Police Service) and includes civil police staff as well as police officers. Please 
tick as many as apply from the list below.  
 
Yes, I do/have 
    
Yes, a family member does/has 
    
Yes, a close friend does/has 
    
No 
    
Prefer not to say 
  
Do you, or have you at some time before, volunteer(ed) in other roles outside of the 
Metropolitan Police Service? Please tick as many as apply from the list below.  
 
Yes, I currently volunteer in another role (please provide brief details in the space below) 
    
Yes, I have previously volunteered in another role but do not now (please provide brief details 
in the space below) 
    
No, I have never volunteered in another role 
    
Prefer not to say 
 
If you currently or previously have volunteered in another role, please provide details in the 
space below.   
 
  
 
Which of these age bands do you fall into? Please tick one from the list below.  
 
    
18-21 
    
22-24 
    
25-34 
    
35-44 
    
45-54 
    
55-64 
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65-74 
    
75-84 
    
85+ 
    
Prefer not to say  
  
What is your gender? Please tick one from the list below.  
 
    
Male 
    
Female 
    
Transgender 
    
Intersex 
    
Prefer not to say 
  
How would you describe your race or ethnic origin? Please tick one from the list below.  
 
White - British 
    
White - Irish 
    
White - Gypsy or Irish Traveller 
    
White - Any other white background 
    
Mixed - White and black Caribbean 
    
Mixed - White and black African 
    
Mixed - White and Asian 
    
Mixed - Any other mixed background 
    
Asian or Asian British - Indian 
    
Asian or Asian British - Pakistan 
    
Asian or Asian British - Bangladeshi 
    
Asian or Asian British - Any other Asian background 
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Black or Black British - Caribbean 
    
Black or Black British - African 
    
Black or Black British - Any other black background 
    
Chinese or other ethnic group - Chinese 
    
Chinese or other ethnic group - Arab 
    
Chinese or other ethnic group - Any other ethnic group 
    
Prefer not to say 
  
 
What is your religion? Please tick one from the list below.  
 
No religion 
    
Christian (including Church of England, Catholic, Protestant and all other Christian 
denominations) 
    
Buddhist 
    
Hindu 
    
Jewish 
    
Muslim 
    
Sikh 
 
Prefer not to say 
 
Any other religion, please state in the space below.   
  
Would you be happy to take part in a short face-to-face interview some time in the future to 
help me with my research? If so, please provide your name and contact details. You do not 
have to provide your contact details if you would not like to take part in an interview.  
 
Your name     
 
Your email address     
 
Your telephone number     
 
Thank you so much for taking the time to help me with my research  
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Appendix D: Police Support Volunteer survey respondent demographics and roles 
 
Role type Frequency % 
Administration 38 29 
Community engagement/customer-focused 63 48 
Operational 19 14 
Other 12 9 
Total 132 100 
  
Operational/non-operational Frequency % 
Operational 76 58 
Non-Operational 56 42 
Total 132 100 
 
Length of volunteer service Frequency % 
(% of MPS PSVs as a 
whole where available. 
Data to Feb 2016) 
Less than three years  52 43 (42) 
Three years or more 70 57 (58) 
Total 122 100 
 
Average hours volunteered each month Frequency % 
Less than 20 hours 61 50 
20 hours or more 61 50 
Total 122 100 
 
Age band Frequency % 
(% of MPS PSVs as a 
whole where available. 
Data to Feb 2016)* 
Young (18-34 years) 7 6 
Mid (35-64 years) 53 45 
Older (65 years+) 56 48 (30) 
Prefer not to say 1 1 
Total 117 100 
*Age bands used in MPS data did not align to younger/mid age categories 
 
Gender Frequency % 
(% of MPS PSVs as a 
whole where available. 
Data to Feb 2016) 
Male 45 39 (38) 
Female 70 61 (62) 
Total 115 100 
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Ethnicity Frequency % 
(% of MPS PSVs as a 
whole where available. 
Data to Feb 2016)* 
White 96 83 (65) 
Black Asian and Minority Ethnic (BAME) 19 17 (27)* 
Total 115 100 
*The remainder were ‘not assigned’ or ‘not stated’ in MPS data 
 
Highest educational qualification Frequency % 
Degree level (or equivalent) 42 37 
Higher educational qualification below 
degree level (or equivalent) 
16 14 
A-Levels or Highers (or equivalent) 11 10 
National Level BTEC (or equivalent) 4 4 
O Level/GCSE/CSE (or equivalent) 20 18 
No formal qualifications 8 7 
Other 9 8 
Prefer not to say 3 3 
Total 113 100 
 
Employment status Frequency % 
Work full time 17 15 
Work part time 10 9 
Not in paid work/unemployed 13 11 
Student 7 6 
Retired 67 58 
Prefer not to say 1 1 
Total 115 100 
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Appendix E: Fieldwork timeline 
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Appendix F: Interview schedules and self-completion demographic sheets 
 
Police Support Volunteer interview schedule and self-completion demographic sheet  
 
Interviewee ID  
Interview date  
 
Before interview:  
 
• Check that interviewee has seen/happy with/signed consent form 
 
• Switch on Dictaphone(s)  
 
• Observations - what is the look/feel of the department? Public facing/accessible 
location or not? Were public around? Lots of uniforms or non-uniformed? Other 
volunteers/staff/officers? Lively, chatty, quiet, segregated, large, small, busy, quiet??  
 
Background/about you/your role 
 
1. About you/your role: length of time in post, role/responsibilities, previous 
work/education/volunteering experience? Do you volunteer anywhere else?  
 
2. About the department/borough: structure of volunteer programme, other volunteers 
in the department/borough?  
 
Motivations for volunteering  
 
3. What are your motivations for volunteering with the MPS? Why/how did you apply 
for your volunteering role?  
 
4. Why did you choose to volunteer with the police over other organisations?  
 
Your Met Volunteer role/your contribution 
 
5. What is your role/tasks? How did you get in to the role – actively sought it out or 
placed in it? Do you have specific skills for this area?  Do you have skills that could be 
better used in other roles? 
 
6. How are you tasked? Do you have enough to do? Too much to do?  
 
7. What do you bring/contribute to policing? What do volunteers in general bring to 
policing? Do you understand where you fit in to the ‘bigger picture’ and how you/your 
role/skills contributes?  
 
8. What do you get out of volunteering in policing? Why do you continue to volunteer?  
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Supervision and support  
 
9. What (if any) support do you receive in your role – induction, training, resources, 
opportunities to develop, flexibility, feedback? Do you have the support/resources 
you need to enable you in your role?  
 
10. How/by whom are you managed/supervised? Do you get a sense of how 
managers/supervisors/leaders see volunteers being used/involved within the MPS?  
 
11. What needs to be in place to make best use of volunteers? Is it in place? What else (if 
anything) do you need? 
 
Relationships with officers and staff/views on policing in general 
 
12. What are your relationships with officers and staff? Do you work together? Do you 
feel integrated/part of the team/valued? Are you asked for your opinions/able to 
make decisions/give input? What is the atmosphere/general feeling where you 
volunteer?  
 
13. What were your opinions of the police before you started volunteering? Have they 
changed?  
 
14. What is the goal/mission of policing to you? What role do you think citizens have in 
this? Do you feel that your volunteer tasks contribute to this goal/mission? 
 
Final points 
 
15. Are you satisfied in your current volunteer role in the MPS? What contributes to this? 
What are the most important things for you to ‘get back’ from your volunteering role?  
 
16. What is the best thing about volunteering in the MPS? What should the MPS ‘do more 
of’ to attract/retain/make best use of volunteers? 
 
17. What is the most challenging thing about volunteering in the MPS? What should the 
MPS ‘do less of’/change in order to attract/retain/make best use of volunteers? 
 
18. What does the future of police volunteering look like: for the MPS (impact of austerity, 
changes to policing etc.)?; for you (continuing to volunteer, changes to role/tasks)?  
 
 
Ask interviewee to self-complete demographic information sheet 
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Interviewee ID  
Interview date  
 
About you  
 
This section asks questions about you. This information will help me better understand the 
people who volunteer as part of the Met Volunteer programme and those who work with 
them. Your answers to this section will be collated so that individuals cannot be identified.  
 
What is your gender? Please tick one from the list below.  
Male    
Female   
Transgender   
Intersex   
Prefer not to say  
 
Which of these age bands do you fall into? Please tick one from the list below.  
18-21    
22-24    
25-34    
35-44    
45-54    
55-64    
65-74    
75-84    
85+    
Prefer not to say  
 
How would you describe your race or ethnic origin? Please tick one from the list below.  
 
White – British       
White – Irish        
White - Gypsy or Irish Traveller     
White - Any other white background     
Mixed - White and black Caribbean     
Mixed - White and black African     
Mixed - White and Asian      
Mixed - Any other mixed background    
Asian or Asian British – Indian     
Asian or Asian British – Pakistan     
Asian or Asian British – Bangladeshi     
Asian or Asian British - Any other Asian background   
Black or Black British – Caribbean     
Black or Black British – African     
Black or Black British - Any other black background   
Chinese or other ethnic group – Chinese    
Chinese or other ethnic group – Arab    
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Chinese or other ethnic group - Any other ethnic group  
Prefer not to say       
 
Which of these activities best describes what you are doing at present (outside of your 
Met Volunteer role)? Please tick one from the list below.  
 
Work full time      
Work part time     
Not in paid work/unemployed   
Student      
Retired       
Prefer not to say     
 
Other, please provide details in the space below 
 
What is the highest educational qualification you have achieved? Please tick one from the 
list below. 
 
Degree level or equivalent        
Higher educational qualification below degree (or equivalent)   
A-Levels or Highers (or equivalent)      
National Level BTEC (or equivalent)      
O Level/GCSE/CSE (or equivalent)      
No formal qualifications       
Don’t know         
Prefer not to say        
 
Other qualification, please provide details in the space below 
 
  
  
In which borough do you live? If outside of London, please state area. 
 
 
 
In which borough(s) do you volunteer with the Metropolitan Police?  
 
 
 
Length of time volunteering with the Metropolitan Police 
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Volunteer manager interview schedule and self-completion demographic sheet  
 
Interviewee ID  
Interview date  
 
Background/about you/your role 
 
1. About you/your role: length of time in post/service, role/responsibilities, previous 
work/education/volunteering experience, any specific training for role (e.g. working 
with volunteers, citizen engagement, community policing etc.)? 
 
2. About the department/borough: size, history of using volunteers, structure of 
volunteer programme, resources allocated/available for volunteer programme. 
 
Understanding volunteers 
 
3. Volunteer skills/qualities/attributes: What do you look for when recruiting? What 
‘type’ of people volunteer (work/education/volunteer history/skills/personal 
qualities/attributes)? Are they the ‘right’ people – do they have the 
skills/qualities/attributes the MPS need? 
 
4. Volunteer motivations: Why do people volunteer (generally and specifically for the 
MPS)? Why do they choose to remain in the MPS? Why do they leave?  
 
5. Volunteer tasks/allocations: What tasks/areas of business do volunteers give their 
time to? How are volunteers allocated to departments – choice, need/demand, skills? 
Is it straightforward to place volunteers/find tasks for them? To use their skills?  
 
6. Volunteer contributions: What role do Met Volunteers play? Do they offer something 
unique/different to officers/staff or are they just doing ‘more’/’plugging a gap’? What 
are volunteer/officer/staff views on this?   
 
Supporting volunteers 
 
7. Supporting people to volunteer: How (if at all) does the organisation support people 
to start and continue volunteering (e.g. schedule flexibility, induction, training, 
resources)?  
 
8. Management/supervision of volunteers: How are volunteers managed/supervised ‘on 
the ground’? Adequate/appropriate tasks, recognition, empowerment (being able to 
make suggestions etc.), development opportunities)? Do ‘on the ground’ 
managers/supervisors receive any training in volunteer management? What works 
well/is challenging in terms of management/supervision? 
 
9. Volunteer satisfaction/loyalty: What contributes to volunteer satisfaction/loyalty? 
How does/can the organisation promote/sustain this?  
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Understanding officers/the organisation 
 
10. Officer/team dynamics: What type of officer/team/volunteering ‘set up’ works best 
with volunteers? Officer/staff attitudes/outlooks? Team/department 
tasks/demands/mission/priorities?  
 
11. Leadership: What are the messages from leaders/managers around volunteering? 
What is the organisation trying to achieve by using volunteers? Do they support 
volunteering? Do they create an environment that allows it to take place (connection 
between outlooks and behaviours)?  
 
12. Relationships/integration between volunteers and officers/staff: How (if at all) do 
volunteers and officers/staff work together/alongside each other? Are volunteers 
accepted? Valued? Views/suggestions taken on board? Part of the team? What are 
the enablers and challenges to this?  
 
External issues 
 
13. Union views: What is the relationship like between PSVs and unions? What impact do 
they have? 
 
14. Austerity/budget reductions: What impact (if any) has austerity had on volunteering? 
Has it made it more valuable? Has it raised further concerns around job substitution?  
 
Final points 
 
15. Issues/challenges: What are the main issues/challenges facing Met Volunteers? What 
needs to be in place to make best use of volunteers? Is it in place? What else (if 
anything) do you need? 
 
16. What makes a good volunteer programme? Do we invest enough? 
 
17. What have been the key successes for PSVs? 
 
18. What have been the key challenges for PSVs? 
 
19. What does the future hold for PSVs, what are the biggest issues? 
 
20. Anything else you would like to add? 
 
 
Ask interviewee to self-complete demographic information sheet 
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Interviewee ID  
Interview date  
 
About you  
 
This section asks questions about you. This information will help me better understand the 
people who volunteer as part of the Met Volunteer programme and those who work with 
them. Your answers to this section will be collated so that individuals cannot be identified.  
 
What is your gender? Please tick one from the list below.  
Male    
Female   
Transgender   
Intersex   
Prefer not to say  
 
Which of these age bands do you fall into? Please tick one from the list below.  
18-21    
22-24    
25-34    
35-44    
45-54    
55-64    
65-74    
75-84    
85+    
Prefer not to say  
 
How would you describe your race or ethnic origin? Please tick one from the list below.  
White – British       
White – Irish        
White - Gypsy or Irish Traveller     
White - Any other white background     
Mixed - White and black Caribbean     
Mixed - White and black African     
Mixed - White and Asian      
Mixed - Any other mixed background    
Asian or Asian British – Indian     
Asian or Asian British – Pakistan     
Asian or Asian British – Bangladeshi     
Asian or Asian British - Any other Asian background   
Black or Black British – Caribbean     
Black or Black British – African     
Black or Black British - Any other black background   
Chinese or other ethnic group – Chinese   
Chinese or other ethnic group – Arab    
Chinese or other ethnic group - Any other ethnic group  
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Prefer not to say       
 
What is the highest educational qualification you have achieved? Please tick one from the 
list below. 
 
Degree level or equivalent        
Higher educational qualification below degree (or equivalent)   
A-Levels or Highers (or equivalent)      
National Level BTEC (or equivalent)      
O Level/GCSE/CSE (or equivalent)      
No formal qualifications       
Don’t know         
Prefer not to say         
 
Other qualification, please provide details in the space below 
 
  
  
In which borough do you live? If outside of London, please state area. 
 
 
 
In which borough(s) do you work?  
 
 
 
Length of time working for the Metropolitan Police in current role (if you worked in another 
role in the Metropolitan Police prior to this one please state the role and number of years 
worked there also)  
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Stakeholder interview schedule  
 
Interviewee ID  
Interview date  
 
Background/about you/your role 
 
1. Current role - how long in post, key responsibilities?  
 
2. Development of the Police Support Volunteer (PSV) role nationally – key events. 
Where does it sit in the wider citizens in policing agenda?  
 
3. Structure of PSVs nationally – do schemes vary? 
 
Understanding PSVs in the organisation 
 
4. What impact do PSVs have on policing? What role do they play? What is their 
contribution? 
 
5. How does the police service view volunteers? Are they simply a cost effective way to 
get business done? Or is there a wider ambition around confidence, accountability, 
transparency etc.? 
 
6. How does the government view volunteers? Are they simply a cost effective way to 
get business done? Or is there a wider ambition around confidence, accountability, 
transparency etc.? 
 
7. Where does volunteering feature in police leadership – both senior and more 
immediate? Is the message from the top that volunteers are ‘part of the family’ or 
‘distant relations’? How does volunteering feature as part of the overall mission/vision 
of the force? 
 
8. Are volunteers adequately supported (training, development, management etc.)? 
 
Understanding PSVs and officers 
 
9. What type of person volunteers? What are their motivations? What role do they see 
themselves playing?  
 
10. What type of officer works with volunteers? 
 
11. How do officers and volunteers work together? Is it a partnership?  
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External issues  
 
12. What is the relationship like between PSVs and unions? What impact do they have? 
 
13. What impact has austerity had on volunteering? Has it made it more valuable? Has it 
raised further concerns around job substitution?  
 
Final points  
 
14. Where does the volunteering debate 'sit' - democratising policing, increasing 
accountability, community engagement, public 
policy/managerialism/economic/marketization, pluralism, diversification?  
 
15. What are the factors that result in an effective, successful volunteering programme?  
 
16. What have been the key successes/challenges for PSVs? 
 
17. What does the future hold for PSVs, what are the biggest issues?  
 
 
 
  
 
Any other key people I should talk to? Any other key issues I should consider?  
Any final points? 
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Appendix G: Police Support Volunteer invitation to interview 
 
Dear Police Support Volunteer, 
 
My name is Melissa Pepper and I am a PhD student at the University of Surrey researching 
the experiences of Police Support Volunteers in the Metropolitan Police Service (MPS). My 
study aims to explore motivations for volunteering, the types of roles that volunteers 
undertake, the contribution they make, and their experiences alongside officers and staff 
within the MPS. My PhD is funded by the Economic and Social Research Council (ESRC) and is 
being supervised by Professor Karen Bullock and Dr Daniel McCarthy at the University of 
Surrey.  
 
[If responded to survey] In spring/summer 2015, you kindly responded to my online survey 
giving your views on volunteering in the MPS and said that you would be happy for me to 
contact you at a later date to take part in an interview] 
 
I am contacting you today to ask if you would be willing to take part in a face-to-face 
interview. The interview will take approximately 45 minutes and I am happy to meet at a time 
and location convenient for you (ideally the place where you volunteer if possible). During 
the interview you will be asked questions about your experiences of volunteering and your 
opinions on wider issues around the role of volunteers in policing. The interview will be used 
in my PhD thesis and any associated outputs (for example, conference papers or journal 
articles); however, your views will be anonymous and your name will not appear anywhere in 
my study or any other research outputs.  
 
Please see attached information sheet and consent form, which outlines my study and how 
interview data will be recorded, stored and used in more detail.   
 
If you are happy to take part, please drop me a line at m.j.pepper@surrey.ac.uk and we can 
arrange a time and place that is suitable for you.  
 
Thank you in advance for any help you can offer me with my PhD research. Your experience 
and knowledge will be a valuable contribution to my study. 
 
Kind regards 
 
Melissa Pepper 
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Appendix H: Interviewee demographics and role information  
 
Identifier Interviewee 
type 
Sampling 
method 
Volunteer type 
(Role typology) 
Gender Age 
band 
Work status Education Length of time in 
role 
VO 01 
Max 
Volunteer Targeted Operational 
(Operational) 
Male 65-74 Retired No formal 
qualifications 
31 years (total time 
volunteering in MPS) 
VO 02 
Connor  
Volunteer Survey Administration 
(Non-Operational) 
Male 65-74 Work part time Degree level 5 years 
VO 03 
Fred  
Volunteer Survey Community 
engagement/focused 
(Operational) 
Male 85 + Retired  Higher education 
below degree level 
16 years 
VO 04 
Alan  
Volunteer Survey Operational 
(Operational) 
Male 55-64 Retired  Degree level 6 years 
VO 05 
Isobelle 
Volunteer Survey Community 
engagement/focused 
(Non-Operational) 
Female 35-44 Not in paid work Degree level 5 years 
VO 06 
Katy  
Volunteer Survey Community 
engagement/focused 
(Operational) 
Female 35-44 Work full time Degree level 2 years 
VO 07 
Harley 
Volunteer Snowball  Operational 
(Operational) 
Male  35-44 Self-employed Degree level 18 months 
VO 08 
Eliza 
Volunteer Snowball Operational 
(Operational) 
Female 35-44 Work full time Degree level 18 months 
VO 09 
Eric 
Volunteer Targeted Community 
engagement/focused 
(Non-Operational) 
Male 25-34 Student; Work 
full time 
Degree level 4 months 
VO 10 
Salma 
Volunteer Random 
selection 
Administration 
(Non-Operational) 
Female 45-54 Work full time A Levels/ 
Highers 
10 years 
VO 11 
Verity 
Volunteer Targeted Community 
engagement/focused 
(Operational) 
Female  55-64 Retired  Degree level 5 years 
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VO 12 
Jeremy 
Volunteer Random 
selection 
Community 
engagement/focused 
(Operational) 
Male  65-74 Retired OLevel/GCSE/ 
CSE 
5 years 
VO 13 
Ayla 
Volunteer Snowball Administration 
(Non-Operational) 
Female 55-64 Retired OLevel/GCSE/CSE 1 year 
VO 14 
Jodie 
Volunteer Snowball  Administration 
(Non-Operational) 
Female 65-74 Work part time OLevel/GCSE/CSE 7 years 
VO 15 
Charles 
Volunteer Targeted Community 
engagement/focused 
(Non-Operational) 
Male 45-54 Not in paid work National level BTEC 3 years 
VO 16 
Alice 
Volunteer Targeted Operational 
(Operational) 
Female Not 
stated 
Work part time Not stated 9 years 
VO 17 
Pippa 
Volunteer Random 
selection 
Community 
engagement/focused 
(Operational) 
Female 65-74 Work part time Degree level 4 years 
VO 18 
Zoe 
Volunteer Targeted Operational 
(Operational) 
Female 22-24 Student Degree level 3 years 
VO 19 
Brianna 
Volunteer Targeted Operational 
(Operational) 
Female 22-24 Work full time A Levels/ 
Highers 
2 years 
VO 20 
Megan 
Volunteer Targeted Community 
engagement/focused 
(Non-Operational) 
Female 55-64 Work part time Degree level 6 months 
VM 01 
Marsha 
Volunteer 
manager 
Random 
selection 
N/A Female  35-44 Work full time Degree level 8 years (total time 
in MPS – 11 years) 
VM 02 
Colby 
Volunteer 
manager 
Random 
selection 
N/A Male 35-44 Work full time Degree level 16 years (total time 
in MPS) 
VM 03 
Jennifer 
Volunteer 
manager 
Random 
selection 
N/A Female 45-54 Work full time OLevel/GCSE/CSE 27 years (total time 
in MPS) 
VM 04 
Derek 
 
Volunteer 
manager 
Random 
selection 
N/A Male 55-64 Work part time OLevel/GCSE/CSE 6 years (total time 
in MPS – 42 years) 
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VM 05 
Annabelle 
Volunteer 
manager 
Random 
selection 
N/A Female 55-54 Work part time Degree level 12 years 
SH 01 
a/b/c/d 
Beth 
Stakeholder Targeted N/A Female 55-64 Work part time Degree level 12 years 
SH 02 
Kenneth 
Stakeholder Targeted N/A Male  Not 
stated 
Retired Not stated 15 years 
SH 03 
Clive 
Stakeholder Targeted N/A Male Not 
stated 
Work full time Degree level 2 years (in PSV 
specific role) 
SH 04a 
Lucy 
Stakeholder Targeted N/A Female Not 
stated 
Work full time Degree level 3 years 
SH 04b 
Neil 
Stakeholder Targeted N/A Male Not 
stated 
Work full time Degree level Not stated 
SH 05a 
Esme 
Stakeholder Targeted N/A Female Not 
stated 
Work full time Degree level Not stated 
SH 05b 
Nathan 
Stakeholder Targeted N/A Male Not 
stated 
Work full time Degree level 4 years 
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Appendix I: Survey and interview data tables   
[NB: In some tables response categories are not mutually exclusive; therefore, proportions do not equate to 100%. Base ‘n’ numbers are included for each individual question response; therefore, may differ 
throughout tables] 
Table A: Initial motivations for volunteering and selected PSV characteristics  
Initial 
motivation 
Total  
(Proportion 
of all survey 
respondents/ 
interviewees) 
Operational 
role  
Volunteered 
more than 3 
years  
Volunteers 
more than 
20 hours per 
month  
Gender 
(female) 
Age 
(65 years +) 
Ethnicity  
(BAME) 
Education 
(Degree level 
or above) 
Retired  
Previous/ 
other current 
volunteer 
PSV survey respondents  
The 
Altruistic 
PSV 
65% 
(n=87/133) 
57% 
(n=47/83) 
 60% 
(n=47/78) 
46% 
(n=36/78) 
 57% 
(n=39/69) 
56% 
(n=39/70) 
14% 
(n=10/69) 
48% 
(n=33/69) 
63% 
(n=43/68) 
70% 
(n=49/70) 
The Social 
PSV 
24% 
(n=32/133) 
52% 
(n=16/31) 
 54% 
(n=15/28) 
 67% 
(n=18/27) 
 55% 
(n=16/29) 
 47% 
(n=14/30) 
10% 
(n=3/29) 
59% 
(n=17/29) 
63% 
(n=19/30) 
64% 
(n=18/28) 
The Career 
PSV 
11% 
(n=14/133) 
86% 
(n=12/14) 
50% 
(n=6/12) 
36% 
(n=5/14) 
92% 
(n=11/12) 
8% 
(n=1/12) 
42% 
(n=5/12) 
50% 
(n=5/10) 
17% 
(n=2/12) 
58% 
(n=7/12) 
Total − 59% 
(n=75/128) 
 58% 
(n=68/118) 
50% 
(n=59/119) 
60% 
(n=66/110) 
48% 
(n=54/112) 
16% 
(n=18/110) 
51% 
(n=55/108) 
58% 
(n=64/110) 
67% 
(n=74/110) 
PSV interviewees 
The 
Altruistic 
PSV 
40% 
(n=8/20) 
38% 
(n=3/8) 
63% 
(n=5/8) 
Not known 63% 
(n=5/8) 
38% 
(n=3/8) 
38% 
(n=3/8) 
25% 
(n=2/8) 
38% 
(n=3/8) 
100%  
(n=8/8) 
The Social 
PSV 
25% 
(n=5/20) 
80% 
(n=4/5) 
100% 
(n=5/5) 
Not known 40% 
(n=2/5) 
60% 
(n=3/5) 
0% 
(n=0/5) 
80% 
(n=4/5) 
60% 
(n=3/5) 
40%  
(n=2/5) 
The Career 
PSV 
35% 
(n=7/20) 
71% 
(n=5/7) 
43% 
(n=3/7) 
Not known 71% 
(n=5/7) 
0% 
(n=0/7) 
29% 
(n=2/7) 
71% 
(n=5/7) 
0% (n=0/7) 43% 
(n=3/7) 
Total − 60%  
(n=12/20) 
 65% 
(n=13/20) 
− 60% 
(n=12/20) 
30% 
(n=6/20) 
25% 
(n=5/20) 
55% 
(n=11/20) 
30% 
(n=6/20) 
65% (n=13/20) 
 
 
 
	 300	
Table B: Continuing motivations for volunteering and selected PSV characteristics  
 
Continuing 
motivation 
Total  
(Proportion 
of all survey 
respondents/ 
interviewees) 
Operational 
role  
Volunteered 
more than 3 
years  
Volunteers 
more than 20 
hours per 
month  
Gender 
(female) 
Age 
(65 years +) 
Ethnicity  
(BAME) 
Education 
(Degree level 
or above) 
Retired  
Previous/ 
other current 
volunteer 
PSV survey respondents  
The 
Altruistic 
PSV 
49% 
(n=66/135) 
53% 
(n=34/64) 
65% 
(n=39/60) 
57% 
(n=34/60) 
56% 
(n=29/52) 
56% 
(n=29/52) 
16% 
(n=8/51) 
53% 
(n=27/51) 
65% 
(n=33/51) 
71%  
(n=36/51) 
The Social 
PSV 
42% 
(n=57/135) 
58% 
(n=32/55) 
54% 
(n=26/48) 
50% 
(n=25/50) 
59% 
(n=29/49) 
45% 
(n=23/51) 
10% 
(n=5/50) 
45% 
(n=22/49) 
58% 
(n=29/50) 
62%  
(n=31/50) 
The Career 
PSV 
9% 
(n=12/135) 
91% 
(n=10/11) 
33% 
(n=4/12) 
18% (n=2/11) 90% 
(n=9/10) 
10% 
(n=1/10) 
50% 
(n=5/10) 
67% 
(n=6/9) 
20% 
(n=2/10) 
70%  
(n=7/10) 
Total  − 58% 
(n=76/130) 
58% 
(n=69/120) 
50% 
(n=61/121) 
60% 
(n=67/111) 
47% 
(n=53/113) 
16% 
(n=18/111) 
50% 
(n=55/109) 
58% 
(n=64/111) 
67% 
(n=74/111) 
PSV interviewees 
The 
Altruistic 
PSV 
45% 
(n=9/20) 
44% (n=4/9) 67% 
(n=6/9) 
Not known 56% 
(n=5/9) 
33% 
(n=3/9) 
22% 
(n=2/9) 
56% 
(n=5/9) 
22% 
(n=2/9) 
89%  
(n=8/9) 
The Social 
PSV 
40% 
(n=8/20) 
63% (n=5/8) 88% 
(n=7/8) 
Not known 63% 
(n=5/8) 
38% 
(n=3/8) 
25% 
(n=2/8) 
38% 
(n=3/8) 
38% 
(n=3/8) 
63%  
(n=5/8) 
The Career 
PSV 
15% 
(n=3/20) 
100% (n=3/3) 0% (n=0/3) Not known 67% 
(n=2/3) 
0% (n=0/3) 33% 
(n=1/3) 
100% 
(n=3/3) 
0% 
(n=0/3) 
0%  
(n=0/3) 
Total  − 60% 
(n=12/20) 
65% 
(n=13/20) 
− 60% 
(n=12/20) 
30% 
(n=6/20) 
25% 
(n=5/20) 
55% 
(n=11/20) 
25% 
(n=5/20) 
65% (n=13/20) 
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Table C: Initial vs. continuing motivations for volunteering by typology 
 
Initial 
motivation 
Continuing motivation 
The Altruistic 
PSV The Social PSV 
The Career 
PSV 
Total  
(Proportion of all survey 
respondents/interviewees 
by Initial motivation) 
PSV survey respondents 
The Altruistic 
PSV 
59% 
(n=51/87) 
37% 
(n=32/87) 
5% 
(n=4/87) 
66% 
(n=87/132) 
The Social PSV 35% 
(n=11/31) 
55% 
(n=17/31) 
10% 
(n=3/31) 
23% 
(n=31/132) 
The Career PSV 21% 
(n=3/14) 
43% 
(n=6/14) 
36%  
(n=5/14) 
11% 
(n=14/132) 
Total  
(Proportion of all survey 
respondents by 
continuing motivation) 
49%  
(n=65/132) 
42%  
(n=55/132) 
9%  
(n=12/132) 
100% 
(n=132) 
PSV interviewees 
The Altruistic 
PSV 
75% 
(n=6/8) 
25% 
(n=2/8) 
0% 
(n=0/8) 
40% 
(n=8/20) 
The Social PSV 20% 
(n=1/5) 
80% 
(n=4/5) 
0% 
(n=0/8) 
25% 
(n=5/20) 
The Career PSV 29% 
(n=2/7) 
29% 
(n=2/7) 
43% 
(n=3/7) 
35% 
(n=7/20) 
Total 
(Proportion of all 
interviewees by 
continuing motivation) 
45%  
(n=9/20) 
40%  
(n=8/20) 
15%  
(n=3/20) 
100%  
(n=20) 
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Table D: Role type and initial and continued motivations for volunteering 
  
Role type 
Total  
(Proportion of 
all survey 
respondents/ 
interviewees) 
 The 
Altruistic PSV 
I=Initial; C=Cont*. 
The Social 
PSV 
I=Initial; C=Cont*. 
The Career 
PSV 
I=Initial; C=Cont*. 
PSV survey respondents  
The Operational PSV 58%  
(n=76/132) 
(I) 63% 
(n=47/75) 
(C) 45% 
(n=34/76) 
(I) 21% 
(n=16/75) 
(C) 42% 
(n=32/76) 
(I) 16% 
(n=12/75) 
(C) 13% 
(n=10/76) 
The Non-Operational PSV 42%  
(n=56/132) 
(I) 68% 
(n=36/53) 
(C) 56% 
(n=30/54) 
(I) 28% 
(n=15/53) 
(C) 43% 
(n=23/54) 
(I) 4%  
(n=2/53) 
(C) 2%  
(n=1/54) 
Total  - (I) 65% 
(n=83/128) 
(C) 49% 
(n=64/130) 
(I) 24% 
(n=31/128) 
(C) 42% 
(n=55/130) 
(I) 11% 
(n=14/128) 
(C) 8% 
(n=11/130) 
PSV interviewees 
The Operational PSV 60%  
(n=12/20) 
(I) 25% 
(n=3/12) 
(C) 33% 
(n=4/12) 
(I) 33% 
(n=4/12) 
(C) 42% 
(n=5/12) 
(I) 42%  
(n=5/12) 
(C) 25% 
(n=3/12) 
The Non-Operational PSV 40%  
(n=8/20) 
(I) 63%  
(n=5/8) 
(C) 63% 
(n=5/8) 
(I) 13%  
(n=1/8) 
(C) 38% 
(n=3/8) 
(I) 25%  
(n=2/8) 
(C) 0%  
(n=0/8) 
Total  − (I) 40% 
(n=8/20) 
(C) 45% 
(n=9/20) 
(I) 25% 
(n=5/20) 
(C) 40% 
(n=8/20) 
(I) 35%  
(n=7/20) 
(C) 15% 
(n=3/20) 
* Initial reasons for volunteering (i.e., why they first chose to give their time) and continuing reasons for volunteering (i.e., why they continue 
to give their time). 
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Table E: PSV role type, motivations, and perceived contribution  
Role type and initial 
motivation 
Total  
(Proportion of 
all survey 
respondents/ 
interviewees) 
Contribution* 
Freeing up 
officer/staff time 
Contribution* 
Serving the 
community 
Contribution* 
Skills/time 
PSV survey respondents  
The Operational PSV 58% 
(n=76/132) 
61%  
(n=42/69) 
42%  
(n=29/69) 
9%  
(n=6/69) 
The Non-Operational 
PSV 
42% 
(n=56/132) 
52%  
(n=29/56) 
20%  
(n=11/56) 
23%  
(n=13/56) 
Total − 57% (n=71/125) 32% 
(n=40/125) 
15% 
(n=19/125) 
The Altruistic PSV 
(Initial) 
65% 
(n=87/133) 
51%  
(n=41/81) 
37%  
(n=30/81) 
16%  
(n=12/81) 
The Social PSV 
(Initial) 
24% 
(n=32/133) 
34%  
(n=20/29) 
24%  
(n=7/29) 
21%  
(n=6/29) 
The Career PSV 
(Initial) 
11% 
(n=14/133) 
92%  
(n=12/13) 
0%  
(n=0/13) 
0%  
(n=0/13) 
Total − 59% (n=73/123) 30% 
(n=37/123) 
15% 
(n=18/123) 
The Altruistic PSV 
(Continuing) 
49% 
(n=66/135) 
47%  
(n=31/66) 
38%  
(n=25/66) 
9%  
(n=6/66) 
The Social PSV 
(Continuing) 
42% 
(n=57/135) 
58%  
(n=33/57) 
21%  
(n=12/57) 
21%  
(n=12/57) 
The Career PSV 
(Continuing) 
9% 
(n=12/135) 
67%  
(n=8/12) 
17%  
(n=2/12) 
8%  
(n=1/12) 
Total − 53%  
(n=72/135) 
29% 
(n=39/135) 
14% 
(n=19/135) 
PSV interviewees 
The Operational PSV 60% 
(n=12/20) 
42%  
(n=5/12) 
58%  
(n=7/12) 
92%  
(n=11/12) 
The Non-Operational 
PSV 
40% 
(n=8/20) 
63%  
(n=5/8) 
38%  
(n=3/8) 
75%  
(n=6/8) 
Total − 50% (n=10/20) 50% (n=10/20) 85% (n=17/20) 
The Altruistic PSV 
(Initial) 
40% 
(n=8/20) 
50%  
(n=4/8) 
50%  
(n=4/8) 
75%  
(n=6/8) 
The Social PSV 
(Initial) 
25% 
(n=5/20) 
80%  
(n=4/5) 
80%  
(n=4/5) 
100%  
(n=5/5) 
The Career PSV 
(Initial) 
35% 
(n=7/20) 
29%  
(n=2/7) 
29%  
(n=2/7) 
86%  
(n=6/7) 
Total − 50% (n=10/20) 50% (n=10/20) 85% (n=17/20) 
The Altruistic PSV 
(Continuing) 
45% 
(n=9/20) 
33%  
(n=3/9) 
67%  
(n=6/9) 
100%  
(n=9/9) 
The Social PSV 
(Continuing) 
40% 
(n=8/20) 
63%  
(n=5/8) 
38%  
(n=3/8) 
75%  
(n=6/8) 
The Career PSV 
(Continuing) 
15% 
(n=3/20) 
67%  
(n=2/3) 
33%  
(n=1/3) 
67%  
(n=2/3) 
Total − 50% (n=10/20) 50% (n=10/20) 85% (n=17/20) 
* Contribution categories were not mutually exclusive. Respondents frequently gave multiple responses; therefore, proportions do not 
equate to 100%. 
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Table F: PSV role type, initial motivations, and feelings about tasks 
Role type and initial 
motivation 
Total  
(Proportion of 
all survey 
respondents/ 
interviewees) 
Used 
effectively 
(Binary agree) 
Do not have 
enough tasks  
(Binary agree) 
Satisfied in role 
(Binary agree) 
PSV survey respondents 
The Operational PSV 58% 
(n=76/132) 
79%  
(n=50/63) 
52%  
(n=32/61) 
87%  
(n=53/61) 
The Non-Operational 
PSV 
42% 
(n=56/132) 
87% 
(n=40/46) 
45%  
(n=19/42) 
85%  
(n=41/48) 
Total − 83% 
(n=90/109) 
50%  
(n=51/103) 
86%  
(n=94/109) 
The Altruistic PSV 
(Initial) 
65% 
(n=87/133) 
85%  
(n=62/74) 
50%  
(n=35/70) 
88%  
(n=64/73) 
The Social PSV 
(Initial) 
24% 
(n=32/133) 
74%  
(n=17/23) 
44%  
(n=11/25) 
80%  
(n=20/25) 
The Career PSV 
(Initial) 
11% 
(n=14/133) 
92%  
(n=11/12) 
46%  
(n=6/9) 
90%  
(n=9/10) 
Total − 83% 
(n=90/109) 
50%  
(n=52/104) 
86%  
(n=93/108) 
The Altruistic PSV 
(Continuing) 
49% 
(n=66/135) 
82%  
(n=45/55) 
49%  
(n=24/49) 
88%  
(n=46/52) 
The Social PSV 
(Continuing) 
42% 
(n=57/135) 
83%  
(n=39/47) 
51%  
(n=23/45) 
86%  
(n=44/51) 
The Career PSV 
(Continuing) 
9% 
(n=12/135) 
100%  
(n=9/9) 
36%  
(n=4/11) 
75%  
(n=6/8) 
Total − 84% 
(n=93/111) 
49%  
(n=51/105) 
86%  
(n=96/111) 
PSV interviewees 
The Operational PSV 60% 
(n=12/20) 
75%  
(n=9/12) 
25%  
(n=3/12) 
83%  
(n=10/12) 
The Non-Operational 
PSV 
40% 
(n=8/20) 
75%  
(n=6/8) 
25%  
(n=2/8) 
88%  
(n=7/8) 
Total − 75% 
(n=15/20) 
25%  
(n=5/20) 
85%  
(n=17/20) 
The Altruistic PSV 
(Initial) 
40% 
(n=8/20) 
88%  
(n=7/8) 
13%  
(n=1/8) 
100%  
(n=8/8) 
The Social PSV 
(Initial) 
25% 
(n=5/20) 
40%  
(n=2/5) 
40%  
(n=2/5) 
60%  
(n=3/5) 
The Career PSV 
(Initial) 
35% 
(n=7/20) 
86%  
(n=6/7) 
29%  
(n=2/7) 
86%  
(n=6/7) 
Total − 75% 
(n=15/20) 
25%  
(n=5/20) 
85%  
(n=17/20) 
The Altruistic PSV 
(Continuing) 
45%  
(n=9/20) 
78%  
(n=7/9) 
22%  
(n=2/9) 
89%  
(n=8/9) 
The Social PSV 
(Continuing) 
40%  
(n=8/20) 
75%  
(n=6/8) 
25%  
(n=2/8) 
88%  
(n=7/8) 
The Career PSV 
(Continuing) 
15%  
(n=3/20) 
67%  
(n=2/3) 
33%  
(n=1/3) 
67%  
(n=2/3) 
Total − 75%  
(n=15/20) 
25%  
(n=5/20) 
85%  
(n=17/20) 
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Table G: PSV role type, motivation, and feelings of being part of a team, involved and valued (survey data only) 
Role type and 
motivation 
Total 
(Proportion 
of all survey 
respondents/ 
interviewees) 
Being part of the team Being involved Being valued 
Police 
officers see 
me as part 
of the team 
(Agree)*  
The public 
see me as 
part of the 
team 
(Agree)* 
Suggestions and 
ideas are taken 
into 
consideration 
(Agree)* 
Asked for 
suggestions 
and ideas 
(Agree)* 
Involved in 
decision 
making 
(Agree)* 
Feel well 
integrated in 
the MPS 
(Agree)* 
The Operational 
PSV 
58% 
(n=76/132) 
73%  
(n=49/67) 
79%  
(n=52/66) 
72%  
(n=43/60) 
54%  
(n=34/63) 
34%  
(n=21/61) 
74%  
(n=49/66) 
The Non-
Operational PSV 
42% 
(n=56/132) 
71%  
(n=36/51) 
43%  
(n=19/44) 
80%  
(n=41/51) 
69%  
(n=35/51) 
30%  
(n=14/46) 
80%  
(n=40/50) 
Total - 72%  
(n=85/118) 
65%  
(n=71/110) 
76%  
(n=84/111) 
61% 
(n=69/114) 
33%  
(n=35/107) 
77%  
(n=89/116) 
The Altruistic 
PSV (Initial) 
65% 
(n=87/133) 
68%  
(n=54/80) 
64%  
(n=46/72) 
78%  
(n=57/73) 
60%  
(n=45/75) 
32%  
(n=23/71) 
76%  
(n=58/76) 
The Social PSV 
(Initial) 
24% 
(n=32/133) 
78%  
(n=21/27) 
69%  
(n=18/26) 
75%  
(n=21/28) 
61%  
(n=17/28) 
37%  
(n=10/27) 
73%  
(n=22/30) 
The Career PSV 
(Initial) 
11% 
(n=14/133) 
75%  
(n=9/12) 
67%  
(n=8/12) 
60%  
(n=6/10) 
55%  
(n=6/11) 
11%  
(n=1/9) 
80%  
(n=8/10) 
Total - 71%  
(n=84/119) 
65% 
 (n=72/110) 
76%  
(n=84/111) 
60%  
(n=68/114) 
32%  
(n=34/107) 
76%  
(n=88/116) 
The Altruistic 
PSV (Continuing) 
49% 
(n=65/132) 
67%  
(n=39/58) 
61%  
(n=33/54) 
76%  
(n=41/54) 
64%  
(n=35/55) 
25%  
(n=13/53) 
73%  
(n=41/56) 
The Social PSV 
(Continuing) 
42% 
(n=55/132) 
76%  
(n=41/54) 
65%  
(n=32/49) 
81%  
(n=39/48) 
58%  
(n=29/50) 
40%  
(n=18/45) 
79%  
(n=41/52) 
The Career PSV 
(Continuing) 
9% 
(n=12/132) 
70%  
(n=7/10) 
80%  
(n=8/10) 
60%  
(n=6/10) 
60%  
(n=6/10) 
40%  
(n=4/10) 
80%  
(n=8/10) 
Total - 71%  
(n=87/122) 
65%  
(n=73/113) 
77%  
(n=86/112) 
61%  
(n=70/115) 
32%  
(n=35/108) 
76%  
(n=90/118) 
 
Table Table H: PSVs’ feelings about role (survey data only)  
*Calculated as a proportion of all responses (agree, neither agree nor disagree, disagree) 
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Table H: PSVs’ feelings about role (survey data only)  
Feelings about role 
Being part of the team Being involved Being valued Feeling satisfied 
Police 
officers see 
me as part 
of the team  
(Agree)* 
The public 
see me as 
part of the 
team 
(Agree)* 
Suggestions 
and ideas are 
taken into 
consideration 
(Agree)* 
Asked for 
suggestions 
and ideas 
(Agree)* 
Involved 
in 
decision 
making 
(Agree)* 
Feel well 
integrated in 
the MPS 
(Agree)* 
Satisfied in role 
(Agree)* 
Police officers see me as part of 
the team (Agree)* 
− 73% 
(n=60/82) 
84%  
(n=68/81) 
71%  
(n=58/82) 
41% 
(n=32/78) 
88%  
(n=73/83) 
79%  
(n=66/84) 
Police officers see me as part of 
the team  
(Neither agree nor disagree (26%, 
n=32/123)/disagree (2%, n=3/123))* 
− 42% 
(n=13/31) 
61%  
(n=19/31) 
39%  
(n=13/33) 
13% 
(n=4/30) 
48%  
(n=16/33) 
61%  
(n=20/33) 
The public see me as part of 
the team (Agree)* 
82% 
(n=60/73) 
− 79%  
(n=52/66) 
57%  
(n=39/68) 
38% 
(n=25/65) 
79%  
(n=56/71) 
73%  
(n=51/70) 
The public see me as part of 
the team 
(Neither agree nor disagree (28%, 
n=32/114)/disagree (7%, n=8/114))* 
55% 
(n=22/40) 
− 74%  
(n=28/38) 
67%  
(n=26/39) 
19% 
(n=7/36) 
74%  
(n=28/38) 
73%  
(n=29/40) 
Suggestions and ideas are 
taken into consideration (Agree)* 
78% 
(n=68/87) 
65% 
(n=52/80) 
− 81%  
(n=69/85) 
44% 
(n=36/82) 
84% 
 (n=71/85) 
80%  
(n=67/84) 
Suggestions and ideas are 
taken into consideration (Neither 
agree nor disagree (20%, n=23/114)/disagree 
(4%, n=4/114))* 
52% 
(n=13/25) 
58% 
(n=14/24) 
− 4%  
(n=1/27) 
0% 
(n=0/26) 
54%  
(n=14/26) 
48%  
(n=12/25) 
Asked for suggestions and 
ideas (Agree)* 
82% 
(n=58/71) 
60% 
(n=39/65) 
99%  
(n=69/70) 
− 54% 
(n=35/65) 
88%  
(n=61/69) 
84%  
(n=57/68) 
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Feelings about role	
Being part of the team	 Being involved	 Being valued	 Feeling satisfied	
Police officers 
see me as part of 
the team  
(Agree)*	
The public see 
me as part of the 
team 
(Agree)*	
Suggestions and 
ideas are taken into 
consideration 
(Agree)*	
Asked for 
suggestions and 
ideas 
(Agree)*	
Involved in decision 
making 
(Agree)*	 Feel well integrated in the MPS 
(Agree)*	
Satisfied in role 
(Agree)*	
Asked for suggestions and 
ideas  
(Neither agree nor disagree (26%, 
n=30/117)/disagree (14%, n=16/117))* 
55% 
(n=24/44) 
69% 
(n=29/42) 
38%  
(n=16/42) 
− 2%  
(n=1/43) 
59% 
(n=26/44) 
51%  
(n=22/43) 
Involved in decision making 
(Agree)* 
89% 
(n=32/36) 
78% 
(n=25/32) 
100% 
(n=36/36) 
97%  
(n=35/36) 
− 89% 
(n=31/35) 
85%  
(n=29/34) 
Involved in decision making 
(Neither agree nor disagree (35%, 
n=39/110)/disagree (32%, n=35/110))* 
64% 
(n=46/72) 
58% 
(n=40/69) 
64%  
(n=46/72) 
42%  
(n=30/72) 
− 71% 
(n=51/72) 
68%  
(n=48/71) 
Feel well integrated in the 
MPS (Agree)* 
82% 
(n=73/89) 
67% 
(n=56/84) 
84%  
(n=71/85) 
70%  
(n=61/87) 
38%  
(n=31/82) 
− 82%  
(n=72/88) 
Feel well integrated in the 
MPS  
(Neither agree nor disagree (18%, 
n=21/120)/disagree (6%, n=7/120))* 
37% 
(n=10/27) 
60% 
(n=15/25) 
54%  
(n=14/26) 
31%  
(n=8/26) 
16%  
(n=4/25) 
− 41%  
(n=11/27) 
Used effectively (Agree)* 77% 
(n=64/83) 
60% 
(n=46/77) 
82%  
(n=63/77) 
70%  
(n=55/79) 
38%  
(n=28/73) 
94% 
(n=76/81) 
89%  
(n=80/90) 
Used effectively  
(Neither agree nor disagree (15%, 
n=20/132)/disagree (14%, n=19/132))* 
61% 
(n=22/36) 
74% 
(n=26/35) 
66%  
(n=23/35) 
42%  
(n=15/36) 
20%  
(n=7/35) 
42% 
(n=15/36) 
37%  
(n=14/38) 
Do not have enough tasks 
(Agree)* 
66% 
(n=31/47) 
80% 
(n=35/44) 
70%  
(n=31/44) 
51%  
(n=23/45) 
30%  
(n=13/43) 
67% 
(n=31/46) 
52%  
(n=26/50) 
Do not have enough tasks  
(Neither agree nor disagree (18%, 
n=23/129)/disagree (42%, n=54/129))* 
75% 
(n=52/69) 
55% 
(n=36/65) 
80%  
(n=53/66) 
66%  
(n=45/68) 
34%  
(n=22/64) 
84% 
(n=57/68) 
87%  
(n=65/75) 
Satisfied in role (Agree)* 
 
 
77% 
(n=66/86) 
64% 
(n=51/80) 
85%  
(n=67/79) 
72%  
(n=57/79) 
38%  
(n=29/77) 
87% 
(n=72/83) 
− 
Satisfied in role  
(Neither agree nor disagree (15%, 
n=20/132)/disagree (11%, n=15/132))* 
58% 
(n=18/31) 
66% 
(n=19/29) 
57%  
(n=17/30) 
34%  
(n=11/32) 
18%  
(n=5/28) 
50% 
(n=16/32) 
− 
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Table I: PSV role type, motivation, and feelings about supervision, support and development (Survey data only) 
Role type and 
motivation 
Total 
(Proportion 
of all survey 
respondents) 
Given resources 
to carry out 
tasks (Agree)* 
Have good 
supervision 
(Agree)* 
Get regular 
feedback 
(Agree)* 
Access to 
training 
(Agree)* 
Access to 
opportunities to 
develop (Agree)* 
Know how to 
get support 
(Agree)* 
The Operational 
PSV 
58% 
(n=76/132) 
67%  
(n=50/75) 
76% 
(n=57/75) 
51% 
(n=37/73) 
60% 
(n=44/73) 
44%  
(n=30/69) 
82%  
(n=62/76) 
The Non-
Operational PSV 
42% 
(n=56/132) 
77%  
(n=41/53) 
86% 
(n=44/51) 
65% 
(n=34/52) 
53% 
(n=25/47) 
30%  
(n=14/46) 
94%  
(n=51/54) 
Total - 73%  
(n=91/128) 
80% 
(n=101/126) 
57% 
(n=71/125) 
58% 
(n=69/120) 
38%  
(n=44/115) 
87% 
(n=113/130) 
The Altruistic PSV 
(Initial) 
65% 
(n=87/133) 
70%  
(n=59/84) 
81% 
(n=66/82) 
56% 
(n=46/82) 
 58% 
(n=46/79) 
38%  
(n=29/76) 
88%  
(n=74/84) 
The Social PSV 
(Initial) 
24% 
(n=32/133) 
81%  
(n=25/31) 
81% 
(n=26/32) 
65% 
(n=20/31) 
57% 
(n=16/28) 
30%  
(n=8/27) 
84%  
(n=27/32) 
The Career PSV 
(Initial) 
11% 
(n=14/133) 
64%  
(n=9/14) 
86% 
(n=12/14) 
54%  
(n=7/13) 
50% 
(n=7/14) 
46%  
(n=6/13) 
86%  
(n=12/14) 
Total - 72%  
(n=93/129) 
81% 
(n=104/128) 
58% 
(n=73/126) 
57% 
(n=69/121) 
37%  
(n=43/116) 
87% 
(n=113/130) 
The Altruistic PSV 
(Continuing) 
49% 
(n=65/132) 
73%  
(n=48/66) 
78% 
(n=49/63) 
59% 
(n=38/65) 
57% 
(n=35/61) 
36%  
(n=21/58) 
86%  
(n=57/66) 
The Social PSV 
(Continuing) 
42% 
(n=55/132) 
76%  
(n=40/53) 
84% 
(n=46/55) 
57% 
(n=30/53) 
57% 
(n=29/51) 
39%  
(n=19/49) 
89%  
(n=48/54) 
The Career PSV 
(Continuing) 
9% 
(n=12/132) 
58%  
(n=7/12) 
83% 
(n=10/12) 
50%  
(n=5/10) 
67% 
(n=8/12) 
55%  
(n=6/11) 
83%  
(n=10/12) 
Total - 73%  
(n=95/131) 
81% 
(n=105/130) 
57% 
(n=73/128) 
58% 
(n=72/124) 
39%  
(n=46/118) 
87% 
(n=115/132) 
* Calculated as a proportion of all responses (agree, neither agree nor disagree, disagree) 
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Table J: PSVs’ feelings about supervision, support, and development (Survey data only) 
 
Feelings of supervision and 
support 
Given 
resources 
to carry 
out tasks 
(Agree)* 
Have good 
supervision 
(Agree)* 
Get regular 
feedback 
(Agree)* 
Access to 
training 
(Agree)* 
Access to 
opportunities 
to develop 
(Agree)* 
Know how to 
get support 
(Agree)* 
Satisfied in 
role 
(Agree)* 
 Given resources to carry out 
tasks (Agree)* 
 90%  
(n=83/92) 
70% 
(n=64/92) 
67% 
(n=60/90) 
45%  
(n=37/82) 
97%  
(n=91/94) 
81% 
(n=75/93) 
Given resources to carry out 
tasks (Neither agree nor disagree 
n=22/132/disagree n=15/132)* 
 57%  
(n=21/37) 
28% 
(n=10/36) 
35% 
(n=12/34) 
24%  
(n=9/37) 
65%  
(n=24/37) 
54% 
(n=19/35) 
 Have good supervision 
 (Agree)* 
80% 
(n=83/104) 
 71% 
(n=72/102) 
63% 
(n=61/97) 
44%  
(n=41/93) 
92% 
(n=96/104) 
77% 
(n=80/104) 
Have good supervision 
 (Neither agree nor disagree 
n=21/131/disagree n=4/131)* 
36% 
(n=9/25) 
 4%  
(n=1/25) 
33% 
(n=8/24) 
17%  
(n=4/24) 
64%  
(n=16/25) 
56% 
(n=13/23) 
Get regular feedback 
 (Agree)* 
86% 
(n=64/74) 
99%  
(n=72/73) 
 68% 
(n=47/69) 
48%  
(n=31/65) 
93%  
(n=68/73) 
85% 
(n=61/72) 
Get regular feedback 
 (Neither agree nor disagree 
n=35/129/disagree n=20/129)* 
52% 
(n=28/54) 
56%  
(n=30/54) 
 43% 
(n=22/51) 
25%  
(n=13/51) 
78% 
 (n=43/55) 
57% 
(n=30/53) 
Access to training 
 (Agree)* 
83% 
(n=60/72) 
88%  
(n=61/69) 
68% 
(n=47/69) 
 65%  
(n=42/65) 
96%  
(n=68/71) 
82% 
(n=58/71) 
Access to training 
 (Neither agree nor disagree 
n=34/124/disagree n=18/124)* 
58% 
(n=30/52) 
69%  
(n=36/52) 
43% 
(n=22/51) 
 6%  
(n=3/50) 
77%  
(n=40/52) 
61% 
(n=30/49) 
Access to opportunities to 
develop (Agree)* 
80% 
(n=37/46) 
91%  
(n=41/45) 
70% 
(n=31/44) 
93% 
(n=42/45) 
 96%  
(n=43/45) 
93% 
(n=43/46) 
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Feelings of supervision and 
support	
Given 
resources 
to carry 
out tasks 
(Agree)*	
Have good 
supervision 
(Agree)*	 Get regular feedback (Agree)*	 Access to training (Agree)*	 Access to opportunities to develop 
(Agree)*	 Know how to get support (Agree)*	 Satisfied in role (Agree)*	
Access to opportunities to 
develop (Neither agree nor disagree 
n=48/119/disagree n=25/119)* 
62% 
(n=45/73) 
72%  
(n=52/72) 
47% 
(n=34/72) 
33% 
(n=23/70) 
 81%  
(n=59/73) 
58% 
(n=41/71) 
Know how to get support 
(Agree)* 
79% 
(n=91/115) 
86% 
(n=96/112) 
61% 
(n=68/111) 
63% 
(n=68/108) 
42% 
(n=43/102) 
 74% 
(n=84/114) 
Know how to get support 
(Neither agree nor disagree 
n=10/134/disagree n=7/134)* 
19% 
(n=3/16) 
47%  
(n=8/17) 
29%  
(n=5/17) 
20% 
(n=3/15) 
13%  
(n=2/16) 
 69% 
(n=11/16) 
Used effectively (Agree)* 78% 
(n=73/93) 
88%  
(n=79/90) 
65% 
(n=58/89) 
61% 
(n=54/88) 
48%  
(n=39/82) 
92%  
(n=85/92) 
89% 
(n=80/90) 
Used effectively  
(Neither agree nor disagree 
n=20/132/disagree n=19/132))* 
56% 
(n=22/39) 
64%  
(n=25/39) 
41% 
(n=16/39) 
50% 
(n=18/36) 
19%  
(n=7/37) 
77%  
(n=30/39) 
37% 
(n=14/38) 
Do not have enough tasks 
(Agree)* 
62% 
(n=32/52) 
73%  
(n=37/51) 
48% 
(n=24/50) 
51% 
(n=24/47) 
27%  
(n=13/48) 
84%  
(n=43/51) 
52% 
(n=26/50) 
Do not have enough tasks  
(Neither agree nor disagree 
n=23/129/disagree n=54/129)* 
78% 
(n=60/77) 
87%  
(n=65/75) 
65% 
(n=49/75) 
62% 
(n=46/74) 
46%  
(n=31/68) 
90%  
(n=69/77) 
87% 
(n=65/75) 
Satisfied in role (Agree)* 80% 
(n=75/94) 
86%  
(n=80/93) 
67% 
(n=61/91) 
66% 
(n=58/88) 
51%  
(n=43/84) 
88%  
(n=84/95) 
 
Satisfied in role  
(Neither agree nor disagree 
n=20/132/disagree n=15/132)* 
53% 
(n=18/34) 
71%  
(n=24/34) 
32% 
(n=11/34) 
41% 
(n=13/32) 
9%  
(n=3/33) 
86%  
(n=30/35) 
 
* Calculated as a proportion of all responses (agree, neither agree nor disagree, disagree) 
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Appendix J: Conference papers presented, articles and blogs published, teaching, and 
awards throughout PhD  
 
Peer reviewed articles 
 
Pepper, M., Bullock, K. and McCarthy, D. (currently under review) ‘Exploring the Role and 
Contribution of Police Support Volunteers (PSVs) in an English Constabulary’ Currently under 
review with Policing: A Journal of Policy and Practice 
 
Callender, M., Pepper, M., Cahalin, K. and Britton, I. (2019) ‘Exploring the Police Support 
Volunteer Experience: Findings from a National Survey Policing and Society: An International 
Journal of Research and Policy 29 (4): 392-406  
 
[From data collected for Masters dissertation] Pepper, M. and Silvestri, M. (2017) ‘”It’s Like 
Another Family Innit”: Building Police–Youth Relations through the Metropolitan Police 
Service Volunteer Police Cadet Programme’ Policing: A Journal of Policy and Practice 11 (1): 
1-13 
 
Blogs 
 
Pepper, M. (November 2018) Police Support Volunteers: Unrecognised and Under the Radar? 
Blog for CRIMVOL - The International Criminal Justice Voluntary Sector Research Network 
https://www.crimvol.org/blog/police-support-volunteers-unrecognised-and-under-the-
radar  
 
Pepper, M. (July 2017) British Society of Criminology Postgraduate Researcher Conference 
Blog [Link unavailable] 
 
Pepper, M. (June 2016) Distant Relatives or Part of the Family? Exploring the Evidence on 
Police Volunteers Blog for Policing Insight https://policinginsight.com/opinion/distant-
relatives-part-family-exploring-evidence-police-volunteers/  
 
Conference papers and poster presentations 
 
Paper, British Society of Criminology conference, University of Lincoln (July 2019) 
 
Paper, University of Surrey PhD Symposium (January 2019) 
 
Paper, European Society of Criminology conference, Sarajevo (September 2018)  
 
Invited panel member, Deconstructing and Reclaiming Impact, University of Greenwich (May 
2018) 
 
Paper, University of Surrey PGR Research Afternoon (March 2018)  
 
Poster presentation, University of Surrey Showcasing Sociology week (February 2018) 
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Paper, The International Criminal Justice Voluntary Sector Research Network, University of 
Sheffield/British Academy (January 2018)  
 
Paper, American Society of Criminology conference, Philadelphia (November 2017)  
 
Poster presentation, South East Doctoral Training Centre Conference, City University (July 
2017) 
 
Paper, British Society of Criminology conference, Sheffield Hallam University (July 2017)  
 
Paper, Policing Futures: Contexts, Practices and Debates, British Sociological Association 
regional postgraduate event series, University of Leeds (June 2017) 
 
Paper, University of Surrey PGR Research Afternoon (March 2017) 
 
Poster presentation, University of Surrey Festival of Research (January 2017). Won runner up 
prize.  
 
Paper, University of Surrey PhD Symposium (January 2017) 
 
Poster presentation, American Society of Criminology Conference, New Orleans (November 
2016) 
 
Paper, University of Surrey PGR Research Afternoon (October 2016)  
 
Paper, British Society of Criminology Conference, University of Nottingham (July 2016)  
 
Three-minute thesis presentation, South East Doctoral Training Centre Conference, University 
of Reading (June 2016) 
 
Paper, University of Surrey Postgraduate Conference (April 2016). Won first place in oral 
presentation category.  
 
Paper, British Society of Criminology Conference, University of Plymouth (July 2015)  
 
Elevator pitch, University of Surrey Criminology Research Conference (May 2015)  
 
Paper, University of Surrey PGR Day School (May 2015) 
 
Poster presentation, University of Surrey Postgraduate Conference (April 2015) 
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Teaching  
 
Lecturer, Level Four Professional Practice in Criminal Justice module, University of Greenwich 
(Semester Two, 2017/18) 
 
Lecturer, Level Four Understanding Deviance module, University of Greenwich (Semester 
One, 2017/18) 
 
Graduate Teaching Assistant, Level Five Crime, Power and Justice module, University of Surrey 
(Semester Two 2014/15) 
 
Guest lecturer, BSc (In Service) Policing, Canterbury Christ Church University  
 
Professional Memberships and Networks  
 
British Society of Criminology 
 
European Society of Criminology 
 
The International Criminal Justice Voluntary Sector Research Network (CRIMVOL) (University 
of Nottingham) 
 
The Everyday Economies of Plural Policing International Network (University of Leeds) 
 
Funding and Awards 
 
Economic and Social Research Council (ESRC) PhD studentship (award number P88339X) 
 
Nominated for two student-led teaching awards (Inspirational Teacher; Faculty Star), 
University of Greenwich (April 2018)  
 
University of Surrey Faculty of Arts and Social Sciences Postgraduate Research Student of the 
Year 2019 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
